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Abstract 
The study sought to evaluate debt management policy implementation towards revenue 
management in government leased properties of the Eastern Cape Provincial Treasury at the 
Transkei Development and Reserve Fund. Secondly, the study aimed at developing a tool for 
assisting policy-makers and officials involved in debt management and revenue collection.   
In order to address the research problem, a case study involving randomly selected 27 
employees from the Eastern Cape Provincial Treasury and housing ward committee members 
was adopted. Self-administered questionnaires and interviews were the two data collection 
techniques utilised. All participants were involved in the study during tea and lunch breaks at 
the workplace; this constituted the employees’ natural environment.  
Both quantitative and qualitative designs were utilised in analysing data. Descriptive 
statistical analysis using excel was utilised to summarise the responses, analyse the 
demographic profiles of participants and their responses.  The results were thus presented in 
the form of bar charts. Responses which could not be analysed using statistics were analysed 
qualitatively thus the advantages inherent in the two approaches were exploited.  
The evidence from the study suggests that government operational employees are aware of 
their roles and responsibilities as they relate to debt management and debt collection policy.  
The development of debt management policy promotes rental collection, improve property 
profitability and ensure the maintenance is in place to improve attractiveness of the 
government properties.  
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Chapter 1 
1. Rationale and Background to the study 
 
1.1. Introduction 
 
The aim of this chapter is to provide an overview of the study. The study seeks to evaluate 
debt management policy implementation towards revenue management in government leased 
properties of the Eastern Cape Provincial Treasury at the Transkei Development and Reserve 
Fund (hereinafter TDRF). First, the background and motivation for this study is discussed in 
a clear and concise manner. Next are the problem statement, aims and objectives, and the 
justification for this study. Finally, the research design and summary of research methods are 
provided; definitions are also presented, and delimitations expounded upon constituting the 
final part of the chapter.  
1.2. Background of the study 
 
This study was conducted in Mthatha Central Business District where government offices are 
situated and at Bisho where the head office of the executive government managers is 
stationed. Information gathered from the Eastern Cape Provincial Treasury Department 
focusing on Programme 3 called Assets and Liabilities, under a Cash and Liabilities 
Management section of the Transkeian Development Reserve Fund. The TDRF was 
instituted by an Act of Parliament (Act No. 3 of 1964) of the former Transkei Government in 
1964.  In December 2003, the Fund was assigned by the National Government to the Eastern 
Cape Province to operate within the Treasury Department.  
 
According to the TDRF Act, the Fund was established to perform specific functions which 
include: initiating, acquiring, establishing or assisting in establishing, maintaining, 
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supporting, taking over, managing the fund in the Transkei in the fields of Industry, Trade, 
Finance, Agriculture and Forestry, including the provision of capital or the lending of money. 
This suggests that TDRF was established to operate within a specific framework and to 
comply with the Public Finance Management (hereinafter PFMA) Act 1 of 1999.  
 
The latter Act requires accounting officers in government departments or public entities to 
prepare and submit annual financial statements and reports to the National Treasury, the 
Auditor General (hereinafter AG) of the South Africa and the Executive Authority. In 
complying with the PFMA, a forensic audit was conducted in August 2007 by the Auditor 
General. The audit report revealed that the Fund had been inefficient and ineffective in 
several ways. Specifically, the TDRF had ceased to perform the activities for which it was set 
up for.  
1.3. Motivation for the study 
 
The Government of South Africa face a growing demand for improved performance through 
efficient service delivery and better infrastructure development. Sustained support to the 
indigent can also be neglected although maximising revenue has become increasingly 
challenging. Issues of sustainability, financial viability and access to basic services such as 
water, sanitation and electricity need urgent attention (National Treasury, 2011).  
 
There is therefore a need to come out with strategies for debt management which can lead to 
positive balance sheets whilst increasing service quality.  
 
This study was conducted so as to formulate strategies for sustaining revenue management.   
 
1.4. Problem statement  
 
The annual financial statements for the TDRF for the financial years ending March of each 
year were submitted to the AG for auditing.  At the end of the auditing exercise in August 
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2007, the AG raised important issues relating to audit findings. The report confirmed the 
poor maintenance state of the properties and losses being incurred due to low rentals and 
non-payments by the occupants.   
 
The researcher’s interest is in the cumulative increase in total debtor’s account as a result of 
poor management and control. The research problem is thus formulated into a question as 
follows: 
 
“What strategies should government use to minimise debt and ensure efficient property 
management practices that would lead to sustainable revenue collection? “ 
 
The problem is pronounced in most government entities where asset management policies are 
not effectively applied. 
1.5. Research objectives/ questions  
 
The study investigates how TDRF can develop and implement the Debt Management Policy 
and contribution of the policy in the improvement and enhancement towards revenue 
management.  
 
In order to address the research problem identified above, the following questions will assist 
in supporting the problem statement: 
 is there a debt management crisis, if so to what extent is it affecting property    
  leasing operations? 
 what strategies should be used to enhance revenue collection? 
 how can property leasing debts be minimised? 
 what are the best practices for managing government leased properties? 
 what are the benefits of effective revenue collection to Municipalities and the    
   state? 
 will a debt management policy assist the TDRF to operate more effectively? 
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 what are other viable options for revenue generation beyond rates payment and leasing   
of property? 
 
The objectives of this research were set as follows: 
 to determine how TDRF can develop and implement the Debt Management Policy.  
 to determine the contribution of the Debt Management policy in the improvement and 
enhancement towards revenue management. 
 to investigate a comprehensive, on-going evaluation of all key factors affecting debt 
structure decisions including industry and market environment, State of the organization 
and state of the property market. Provide a basis for active debt structure management in 
order to achieve the highest revenue collection, lowest cost of capital, highest possible 
credit rating and acceptable levels of risk. 
 to suggest how debt management plans and policies can be utilized in public sector 
property management in pursuit of improved business performance. 
1.6. Methodology 
 
The term research methodology refers to the techniques used to structure a study, gather and 
analyse data in the course of the research investigation (Polit et al., 2001:223). It consists of a 
set of orderly and disciplined procedures followed to acquire information.  There are two 
approaches to research namely: quantitative and qualitative research. For purpose of this 
study, both approaches will be applied.  
 
The research methodology followed to fulfil the objectives of this study incorporates a study 
of the relevant literature in order to gain theoretical knowledge of management of public 
funds, a discussion of data collection and analysis techniques. This section comprises three 
methods, each briefly describing how data will be collected; summarising the techniques 
used to select the respondents and how the data will be analysed.  
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1.6.1. Data Collection 
 
Data will be collected from randomly selected government employees at the Eastern Cape 
Provincial Treasury Department and housing committee members during the months of July 
and August using questionnaires and interviews. In support of the decision to use both 
questionnaires and interviews, Easterby-Sn-dth (1991:31) applauds that ‘increasingly authors 
and researchers who work in organisations and with managers argue that, one should attempt 
to mix methods to some extent, because it provides more perspectives on the phenomena 
being studied’. From the design of the questions, the two techniques will collect data for both 
qualitative and quantitative analysis. 
 
1.6.2. The Sample 
 
Brynard and Hanekom (1997:43) state that population refers to subjects, objects, phenomena, 
cases, events and activities which the researcher would like to study in order to gain some 
new insights. Concurring with the latter authors, Babbie and Mouton (2001:100) defines 
population as a group of participants from whom conclusions are to be drawn. Thus the target 
population for the study will be the Transkeian Development Reserve Fund personnel, 
Eastern Cape Provincial Treasury Department management, other Government Department’s 
Property Management personnel, other government departmental housing committee 
members. 
 
1.6.3.  Data Analysis 
 
The raw data will be captured onto Microsoft Excel spreadsheets for analysis. This analysis 
will be used to sort the participants into meaningful groups. Using the descriptive statistics 
subsequently generated, participants will be categorised according to gender, age-groups and 
levels of education. Such an analysis of demographic profiles assists in determining the 
quality of responses and how useful the responses could be.  
 
Page | 6  
 
Apart from analysing the data using the quantitative approach, responses that cannot be 
analysed statistically will be analysed qualitatively. This will help the researcher to exploit 
the advantages of utilising both approaches. 
1.7. Outline of Chapters 
 
Chapter 1: Rationale and Background to the Study 
The chapter explains the background and the rationale for the study. The research 
methodology and research design for the study will also be briefly explained. 
 
Chapter 2: Literature review 
 
The chapter describes the background of the existing fund: how it ended up being part of the 
Eastern Cape Provincial Treasury Department. This provides a conceptual policy procedure 
that forms a basis for understanding the legislation that guides TDRF and how the situation 
has changed over time.  A critical analysis of the existing literature on Revenue Management 
as a business strategy and Debt Management Plan or Policy as a business model for the 
strategy of business will also form part of this chapter.  
 
Chapter 3: Research Methodology 
 
The chapter outlines the research methodology and design of the study. It will also seek to 
outline the sample and sampling procedures, as well as the instruments used to collect data. 
 
Chapter 4: Data Analysis and Interpretation 
 
The chapter will present empirical evidence on the policy differences between the revenue 
funds that do apply and do not apply the debt collection policy.  
 
Chapter 5: Conclusions and Recommendations 
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Finally, the researcher will conclude with a summary of the core findings and discuss the 
results. The chapter also draws conclusions on how TDRF can develop and implement the 
Debt Management Policy. The conclusion will also highlight the contribution of the policy in 
the improvement and enhancement towards revenue management in property management.  
 
1.8. Quality of Research 
 
The researcher complied with certain established criteria to ensure the rigor and 
trustworthiness of the research findings. Reliability illustrates the extent to which the 
instrument is stable and dependable with measuring the concept (Saunders et al, 2007:149). 
The researcher used the same standard measure throughout data collection to ensure 
reliability of measurement from one respondent to the other.  
 
1.9. Validity and Reliability of Instrument 
 
Validity refers to the degree of relevance of the data collected to the study topic. Kirk and 
Miller (1986:20) argue that reliability is impaired if the data are not independent of 
accidental circumstances under which they are gathered. According to Easterby-Smith et al 
(2002:53) there are three main types of validity which the researcher satisfied in this study:  
 
1.9.1. Construct Validity  
 
Construct validity was fulfilled in the current study by; 1) piloting the instrument prior to the 
study to clarify any ambiguous or inapplicable questions, 2) designing questions that 
effectively capture the research main issues. The issues discussed during the pilot test 
included adequacy of the covering letter, clarity of the instructions and statements, length of 
the questionnaire and interview, and estimated interview duration time. 
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1.9.2. Content Validity 
 
This was assessed by the research supervisor who reviewed the questions in the questionnaire 
for clarity, relevance and comprehensiveness. This decreased the possibility of errors and, 
increased the probability that the findings be an accurate reflection of the reality.  
 
1.9.3. Ethical considerations 
 
The most important ethical issues and concerns that the researcher considered fulfilled were:  
 informing the participants about their involvement in the research,  
 avoiding risk and harm to participants and other parties,  
 allowing free choice by emphasizing that the participation was voluntary, 
 ensuring privacy by not sharing the participants’ responses with individuals or 
institutions that were not concerned with the study,  
 confidentiality,  
 ensuring anonymity of participants and  
 interpreting data as presented by the participants 
 
1.10. Definitions of Terms 
 
Definitions adopted by researchers in different fields of study are not uniform and, 
consequently, terms are often open to different interpretations. Key terms are defined below 
as they are intended to be applied in the context of this study: 
 
Debt: Money owed by or to the Municipal office. 
Revenue: Income collected/received by the Municipal office. 
Property: fixed and or movable assets owned by government.  
Policy Implementation: Following of procedures as stated in the policy documents 
Viable options: alternatives that are practically feasible, economically sound, socially 
acceptable and with financial benefits. 
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1.11. Delimitations of scope 
 
The term delimitation refers to the planned and justified scope of the study beyond which 
generalization of the results was not intended (Perry, 2002:19). Thus this research study will 
be confined to: 
 government employees and housing committee members of the Eastern Cape Provincial 
Treasury Department at Mthatha Central Business District 
 debt and revenue management at the Transkeian Development Reserve Fund 
 other government departments directly linked to property management 
 beneficiaries of the TDRF 
 
1.12. Theoretical Framework 
 
Everingham et al., (2007:105) states that: Accounts receivables, or debtors, as they have been 
referred to in the past is often a large number on corporate balance sheet.  It is seldom, if 
ever, possible to receive all these amounts owing, as there will usually be some debtors who 
default because of hardship or simply because of over-reaching themselves. Good credit 
control and good credit collection processes can limit these losses. 
 
Lovemore et al., (2009: 59).  Suggests that, to raise the liquidity of accounts receivable, a 
firm would have to insist that its debtors adhere to its credit terms, and it would also have to 
apply its collection policy strictly, thereby forcing its debtors to settle their accounts 
promptly. 
 
The researcher is of the view that debt management is a critical financial management 
function. Every organization should determine its philosophy and approach to debt 
management, document that approach clearly, obtain management support and approval for 
the defined policy, and use the policy as a roadmap going forward. 
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Figure 1 Framework for improving service delivery in the metros 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Source: Deloitte, 2011 
 
The expectation of the South Africa citizen is high for proper service delivery and job 
creation at all levels of government. Local government has suffered from inefficiencies that 
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have resulted in uprisings as communities demand better service delivery. The theory of this 
paper is based on continuous improvement theory which recognises the need for improving 
from basic services delivery to a state of job creation, from legacy advocacy to 
modernisation.  
 
Consumer debt is increasing i.e. debt owed by private consumers to municipalities. The age 
of this debt is getting older and the majority (75.8% of debt) is older than 90 days.  This is an 
alarming figure that is getting increasingly worse with seeming little chance of reclaiming 
this debt (Carter & Ajam, 2003).  In 2001 the reports suggest that the majority of this debt is 
owed by businesses and in the 2002, the report suggests private consumers owe the majority 
of debt.  The reason for this change is unclear as are the reasons for poor debt collection. 
(Carter & Ajam, 2003).  
 
There are two views, on the one hand communities cannot afford to pay for services (and 
hence low fiscal capacity) and on the other government do not have the capacity to collect 
debt (and hence low fiscal effort)( Carter & Ajam, 2003 ).  
 
The same notion is raised by Peters (2012), Booysen (2001), Botes and Pelser (2001), and 
Burger (2001) who states that: the most common reason used to explain non-payment 
appears to be the inability to pay, as a result of poverty.  The term ‘inability to pay’ indicates 
that there is an income level above which people are unable to pay for the delivery of 
services. This raises the central question of affordability.  
 
A survey of project viability information that shows low levels of managerial competence in 
government suggests that poor management in government must at least take part of the 
blame.  However, the size of consumer debt is distressing and poses a huge fiscal risk (Carter 
and Ajam, 2003).   
 
South African Property News (2013), indicated that South Africans owe almost R87-billion 
to the country’s 278 municipalities. Intergovernmental debt spat isn't limited to the 
department and municipalities. It includes other departments, especially education and 
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health. According to national treasury, national and provincial government departments owe 
municipalities R4.2-billion in outstanding rates and taxes, which is 5% of the total municipal 
consumer debt. 
 
The aggregate percentage for bad debts for 2002 was 22%, this is a small increase from the 
previous year, but suggests that government is making provisions to write off increasingly 
more debt.  Poor skill levels, staff shortages, limited use of cash flows, poor budget 
management, inadequate risk management and inadequate auditing capacity are cited by 
Carter and Ajam (2003) as the major causes of poor service delivery.   
 
This paper studies the potential of a debt management policy as a tool for improving revenue 
collection and improving overall service delivery. It is imperative to understand debt from 
both the macro and micro views, that is, national, provincial, municipal and individuals’ 
indebtedness. Such an understanding will lead to a better understanding of why government 
debts continue to balloon and why tenants fail to pay municipal rates for the leased 
properties. 
 
1.13. Research paradigm 
 
Mouton and Marais (1992:155) argue that there are two approaches to research, namely 
quantitative and qualitative. Mouton and Marais (1992:155) and Neuman (2007:7) concur 
that the quantitative research approach relates to data being expressed as numbers, whereas 
the qualitative research approach considers data in terms of words, pictures or objectives. 
  
1.13.1. Quantitative Research 
 
According to Welman and Kruger (2001:7), a quantitative research method may be described 
in general terms as approach to research in the social sciences which is more highly 
formalised. It is more explicitly controlled with a range that is more exactly defined in terms 
of methods used and is relatively close to the physical sciences. Jackson (1995:13) adds that 
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quantitative research emphasises precise measurement of variables, the testing of hypotheses 
based on a sample of observations and a statistical analysis of the data recorded. The 
relationship among variables is described mathematically, and the subject matter is, as a 
physical science, treated as an object.   
 
This study meets the requirements for applying a quantitative method. Leedy (1989:100) 
states three requirements and these are: 
 
 the problem has be properly defined 
 analysis of such a problem must be meticulous and comprehensive  
 solutions must take place consciously, rationally, logically, systematically and 
scientifically 
 
1.13.2. Qualitative Research  
 
Welman and Kruger (1999:186) state that qualitative research is oriented towards 
exploration, discovery and inductive logic. Data for qualitative research is collected through 
observations, interviews and other qualitative methods. The product of the research is a new 
model, theory or hypothesis (Welman and Kruger, 2001:5). 
Welman and Kruger (2005:5) record the following about qualitative research: 
 The data is in a form of words from documents, observations or transcripts. 
 Theory can be casual or non-casual and is often inductive 
 Hypothesis are frequently undeclared or merely in the form of research goal. 
 Concepts are in the form of themes, generalizations and taxonomies. 
 Research procedures are particular and replication is very rare. 
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1.14. Conclusion 
 
Chapter 1 laid the foundation for this research study. It introduced the research problem, 
research questions, justification for this study, methodology to be applied and highlighted the 
ethics involved with conducting a study of this nature. On those foundations, the study 
proceeds with a detailed review of relevant literature in Chapter 2.  
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Chapter 2 
2. Literature Review 
 
2.1. Introduction 
 
According to Assubuji (2011), South Africa officially entered recession in May 2009, its first 
in 17 years. As the global economic crisis hit key drivers of growth – trade, investment, 
mining and manufacturing sectors – South Africa’s economy   shrunk by 2% in 2009. In the 
first three quarters of the year 2009, the economy shed a staggering 959 000 jobs. How the 
recession in South Africa changed thereafter, depended on the economic performance of its 
key trading partners such as the United States, the European Union and China. While there 
was encouraging evidence that the worst impacts of the global downturn could be over, as a 
number of advanced economies that showed signs of recovery and certain emerging 
economies reported higher growth rates, the reality of a quick upturn should be avoided. 
 
Assubuji (2011) suggests that South Africa, like in many other countries across the world, 
has been affected by the global economic crisis which has spurred government to play a more 
active role in the national economy. Efforts to counter the crisis have seen the South African 
government commit to bailouts and maintain extensive stimulus packages, such as the public 
infrastructure investment programmes (Assubuji, 2011). The Chilean-born, Cambridge 
economist Gabriel Palma speaking to an audience in Cape Town in September 2009, 
observed that “unlike almost all other middle-income countries, South Africa had entered the 
crisis with a greater degree of vulnerability, namely a very large current account deficit, high 
interest rates and high inflation”. He argued that South Africa had to re-impose capital 
controls, relinquish the independence of its central bank, jettison inflation targeting and 
address the problem of its over-sized and unproductive financial sector, a legacy of a long 
period of (US-type) financialization of its economic activity. (Business Day 14 September 
2009). 
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The country’s GDP growth rate dropped to 1.8 percent in the last quarter of 2008, and then 
plunged to -6.4 percent in the first quarter of 2009, and to -3.2 percent in the second 4 
quarter.  The country fell into a technical recession already at the end of the first quarter of 
2009. Manufacturing output in the first quarter of 2009 declined by 6.8 per cent relative to 
the previous quarter, while mining production declined by 12.8 percent over the same period. 
Similar contractions were apparent in the retail and wholesale trade sales, with motor vehicle 
sales (domestic and export) in particular falling sharply. (SARB Quarterly Bulletin, various). 
 
2.2. The South African economy composition 
 
According to (Assubuji in Perspectives journal, 2011), South Africa’s (and for the most part 
Southern Africa’s) economy essentially constitutes three layers, namely: 
 those who are educated, employed and/or meaningfully self-employed and affluent, i.e. 
the top layer, comprising 20% of people earning 65% of income. These are the people 
who own most of the productive assets. 
 blue-collar workers who are semi-skilled and who, for the most part, live in  urban or 
peri-urban setting crafting out a living on a day-by-day basis, i.e. the middle layer, 
comprising 20% of people earning 17% of income. This population contributes to the 
urban population and are the people easily affected by local government policy changes.  
 those who are mostly based in rural areas, unskilled and predominantly disillusioned with 
no hope that the formal economy will offer them any meaningful escape from poverty, 
and therefore are engaged in a continuous battle for survival, i.e. the bottom layer, 
comprising 60% of people earning 18% of income. These are mostly dependent on their 
relatives in urban areas; increasing their responsibilities (Assubuji, 2011). 
 
2.3. South Africa’s debt 
 
About a fifth of South African government expenditure is allocated to servicing national 
government debt (Department of Finance, 2000 in Walker & Nattrass, 2002). According to 
Page | 17  
 
Jubilee 2000 (SA), this debt burden not only diverts resources away from poverty alleviation 
programmes, but is also immoral. The organisation argues that as the debt was accumulated 
by the apartheid regime, it should be regarded as ‘odious debt’ – and thus the new democratic 
government should not be bound by it (Walker & Nattrass, 2002).  
 
Walker & Nattrass (2002) argue that any moral argument for debt cancellation has to take 
into account the ownership of the debt. When debt is marketable (i.e. can be bought or sold), 
it becomes a financial asset that people acquire as part of their savings portfolios. Debt 
cancellation renders such financial assets valueless – and hence represents a transfer of 
wealth away from debt holders. Thus, if odious debt (e.g. in the form of government bonds) 
is subsequently sold to ‘innocent’ savers – and is no longer in the hands of odious lenders – 
then cancelling the debt not only destroys domestic savings, but also is of dubious moral 
value (Walker & Natrass, 2002).  
 
However, South Africa’s debt is not high by international standards and is well within the 60 
per cent of GDP laid out in the Maastricht criteria for the European Union. Barring any 
dramatic increase in interest rates, South Africa appears to be in a strong and sustainable 
fiscal position – despite the fact that this country pays higher interest rates than many 
industrialised and middle-income countries (Roberts, 1999 in Walker and Nattrass, 2002). 
 
A debt report (2011-2012) released by the National Treasury showed that national 
government debt amounted to R1.2 trillion on 31 March 2012. The government’s level of 
indebtedness, measured as the aggregate of net debt, provisions and contingent liabilities as a 
percentage of gross domestic product (GDP), reached 46.6 per cent in 2011/12, and is 
projected to peak at a sustainable 50.1 per cent of GDP in 2013/14 before declining to 49.8 
per cent in 2014/15. This trend is mirrored in debt-service costs, which reached 2.6 per cent 
of GDP in 2011/12 and is projected to peak at 2.8 per cent of GDP in 2013/14 (Debt 
Management Report, 2012).  
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2.4. Stabilising growth in national debt 
 
Stable or declining debt stock as a percentage of GDP is a basic indicator of sustainability. 
Debt grows as a share of GDP when non-interest spending exceeds revenue (a primary 
deficit), and rising debt-service costs inevitably follow (National Budget Review, 2012). The 
large primary deficits since 2009 have resulted in a considerable build-up of public debt. By 
2014/15, government will have added more than R1 trillion to its stock of debt since 2008 
(National Budget Review, 2012). 
 
2.5. Fiscal decentralisation in South Africa 
 
It is vital to note that debt can grow or decrease in relation to the expenditures of both the 
national and sub-national governments a concept referred to as fiscal decentralisation. Fiscal 
decentralisation, according to Yemek (2005), refers to the percentage of total government 
expenditure executed by sub-national governments, considering the size and character of 
transfers, or the level of tax autonomy of sub-national governments, or both. The borrowing 
capacity of sub-national government is also taken into account.  
 
Momoniat (2011) concurs with this definition and further posits that developing countries do 
not enjoy the luxury of carefully sequencing the devolution of fiscal powers to sub-national 
governments. He argues that governments in developing countries are often forced to 
undertake critical political and economic reforms without sufficient capacity or information.  
Fiscal decentralisation encourages public participation in decision-making, since local and 
provincial governments are supposed to be closer to the communities (E. Yemek, 2005).   
Developing and implementing policy in such an environment represents a major challenge 
made more difficult in the light of the ever-present pressure to deliver services to poor 
communities. 
 
While responsibility for certain functions is allocated to a specific sphere, many other 
functions are shared among the three spheres. However, the Constitution specifically 
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envisages that as municipalities develop the necessary capacity, the administration of many 
functions that are currently the responsibility of national and provincial government will be 
assigned to municipalities (National Treasury, 2011). It is noted in the same report that 
municipalities are not given the necessary funds, scope of responsibilities or without their 
being subject to clear forms of accountability for their performance.  
 
Elhiraika (2007) concurs with the above notion by positing that sub-national governments in 
South Africa are highly dependent on intergovernmental transfers from the central 
government as compared to other developing countries. Accordingly, own-source revenue 
does not play the expected positive role to stimulate efficiency in public service delivery (A. 
B. Elhiraika, 2007) The National Treasury report (2011) however reports that over the 
medium term, government is planning for more functions to be devolved to municipal and 
provincial  government. There is therefore a need for clear principles to guide such 
assignments to ensure that there are efficiently and effectively rolled out (National Treasury, 
2011). 
 
2.6. Overview of Municipal Consumer Debt in South Africa  
 
This section focuses on who is responsible for the debt and which sectors represent the bulk 
of the debt.  
 
2.6.1. Aggregate municipal consumer debt 
 
An analysis of municipal consumer debt over the period 2004/05–2009/10 reveals that 
municipalities are making inroads with respect to the challenge of municipal consumer debt. 
 
As Table 1 shows- consumer debt is generally declining across the majority of municipal 
categories with secondary cities and districts recording real increases between 2008/09 and 
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2009/10. Real growth was, however, significantly slower in 2009/10 in districts with major 
powers (Sasha Peters, 2011). 
 
Table 1: Real average municipal consumer debt per municipal category, 2004/05-
2009/10 (R’000) 
 
Source: Financial and Fiscal Commission, (Sasha Peters), 2012  
 
This improvement is conﬁrmed when consumer debt is assessed relative to municipal 
operating revenue. Table 2 shows consumer debt as a proportion of municipal operating 
revenue on a downward trend. Districts with major powers show marginal increases from 
2007/08 onwards. This trend may be an indication to monitor as districts with major powers 
are one of the two categories that exhibit real increases in municipal consumer debt (Peters, 
2012).  Between 2006/07 and 2009/10, the proportion of consumer debt to operating revenue 
within secondary cities has remained generally constant.  
 
As consumer debt in secondary cities has shown a real increase of about 15% in two 
consecutive years (2007/08–2008/09 and 2008/09–2009/10), this municipal category should 
be closely monitored to ensure that consumer debt does not start to affect the financial health 
of these municipalities (Peters, 2012).  
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Table 2: Real average consumer debt as a proportion of real operating revenue 
 
 
Source: Financial and Fiscal Commission, (Sasha Peters), 2012 
 
2.6.2. Disaggregation of municipal consumer debt by customer grouping 
 
According to Peter (2012), non-payment emanates mainly from households, government, 
businesses and a category referred to as ‘Other’. He posits that the manner in which debtor 
data is reported means that it is not possible to factor out the effects of reporting variances by 
averaging the amounts recorded across the different types of municipalities. As a result, the 
data on customer groupings responsible for debt is reported at a real aggregate level. The data 
shows that households are responsible for the largest share of municipal consumer debt, 
while non-payment by government departments has grown signiﬁcantly between 2004 and 
2009 (Peters, 2012).  
 
Non-payment by the category ‘Other’ is signiﬁcant and represents a challenge in terms of 
transparency. While municipalities may be clear about what this category includes, the use of 
this term clouds transparency of the municipal budget and spending plans. National Treasury 
has indicated that the term ‘Other’ is in the process of being phased out and that 
municipalities will be required to be explicit about items within this category. Data presented 
by Peters (2012) shows that government debt has increased from about half a billion to about 
R 2.5billion between 2004 and 2010. Debt by households increased from an estimated R13.5 
billion to R23 billion. The ‘Other’ category has an average of R9billion between the same 
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periods. Debt by businesses increased from R2.5billion to an estimated R4.9billion between 
2004 and 2010 (Peters, 2012).   
2.6.3. Disaggregation of total municipal consumer debt by income source 
 
Municipal revenue sources include property rates, service charges (derived largely from 
electricity, water, sanitation) and other smaller sources such as ﬁnes. Before being phased out 
in July 2006, the Regional Services Council (RSC) levies represented a source of income for 
metropolitan and district municipalities. According to National Treasury, the RSC levy debt 
represents outstanding amounts payable mostly to district municipalities (Peters, 2012).  
 
Water represents a particular challenge, as it is considered an essential basic service and so 
cannot be totally cut. This means that non-paying households cannot be completely 
disconnected from water (Peters, 2012). On the other hand, the non-payment of electricity 
may reﬂect affordability issue especially considering recent large increases in electricity 
prices (Peters, 2012). Most of the debt arising from non-payment  of property rates emanates 
from government departments, which is the result of government devolving the payment of 
property rates from the Department of Public Works to provinces. This shift has created a 
bottleneck in payments, as well as disputes over who is responsible for historical amounts 
owing to municipalities. Once municipalities start reporting on what ‘Other’ contains, it will 
be possible to comment more substantively on this category (Peters, 2012). 
 
2.7. Reasons for Non-Payment 
 
The most common reason used to explain non-payment appears to be the inability to pay, as 
a result of poverty (Booysen,2001; Botes and Pelser, 2001; Burger, 2001).The term ‘inability 
to pay’ indicates that there is an income level above which people are unable to pay for the 
delivery of services. This raises the central question of affordability. Milne (2004) suggests 
using “core affordability indicators”, which, if properly monitored, can warn policy-makers 
Page | 23  
 
of early indications of changes in the affordability of services. A range of possible indicators 
is proposed (Milne, 2004:5) namely: 
 consumption-related indicators, such as percentage of total household expenditure 
devoted to a commodity or per capita consumption/expenditure on a commodity. 
 price-related indicators, for example unit prices paid for a commodity. 
 payment-related indicators, which would include the use of arrears statistics, alternative 
payment schemes and disconnections owing to debt. 
 
The value of using the indicators mentioned above is heightened when they are assessed 
relative to equivalents for other income groups, the median or some national 
norm/benchmark. Monitoring trends in affordability indicators represents what be termed a 
more ex-post approach. McPhail (1993) suggests incorporating assessments of affordability 
and willingness to pay at the planning stage of a public good such as water or electricity, 
especially if the intention is to recover costs. The information from an affordability 
assessment can provide insight into potential service usage patterns and, therefore, the tariff 
to be charged in order to maximise cost recovery. 
 
Despite the obvious importance of having an indication of willingness to pay, policy-makers 
continue to make general assumptions about the population to be served and per capita 
consumption rates (McPhail, 1993). The end result is that tariff setting is based on covering 
operating, maintenance and capital costs, without considering what people are willing to 
spend, which could even be higher than the rate set. McPhail (1993) conducted a study122 of 
five Moroccan states in a bid to determine whether the price charged for water was correctly 
set, or whether there was an opportunity to make individual house connections available to 
some of the indigent households at retail level.  
 
The study found that many low-income households, even those with access to free stand-post 
water service, are willing to pay in excess of 5% of total household expenditures for 
individual water services (McPhail, 1993:969). The implication of these findings is that 
South Africa needs to re-examine Indigent policies that determine which portions of the 
population cannot afford to pay for services. 
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This section looks at the possible reasons why these three categories do not pay for services: 
  
2.7.1. Reasons for non-payment by households 
 
Peters (2012) sourced information GHS for the period 2004–2009. The GHS poses speciﬁc 
questions about the non-payment of water and reasons driving defaulters. The GHS was 
chosen because most non-payment occurs in the water sector. Between 2004 and 2008, 
eleven reasons were given in the surveys to explain household non-payment. Amongst them 
are: the absence of a metering system seems to be a strong motivator driving non-payment. 
The lack of billing systems also features prominently, although it appears to be improving 
(Peters, 2012). In 2008, the affordability issue emerged strongly, which was probably as a 
result of the slowdown in the economy. In addition, non-payment because other people do 
not pay seems to be on the increase. However, in general, the reasons driving non-payment 
tend to stem from municipal performance issues (no metering/billing systems).  
 
2.7.2. Reasons for non-payment by government departments  
 
Available data indicates that non-payment by government departments to municipalities has 
grown rapidly. Information gathered by Peters (2012) from different provinces, the Gauteng,  
Western Cape, Eastern Cape and KwaZulu-Natal provincial treasuries showed that across the 
various metropolitan municipalities, the provincial departments of Public Works, Education 
and Health are responsible for the highest levels of non-payment.  
 
In addition to the above, Peters (2012) suggests that government departments also note the 
following reasons that contribute to high levels of non-payment: slowness in generating 
invoices or property rate schedules, inaccurate veriﬁcation and reconciliation from other 
municipalities, inappropriate billing systems and unreasonable interest rate charges.  
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2.7.3. Reasons for non-payment or late payment by businesses 
  
These were gathered from BUSA by Peters (2012). BUSA listed the following factors, in 
order of importance as the main reasons driving non-payment/late payment of property rates 
and/or utility bills:  Irregular billing, incorrect billing, unhappiness with service/economic 
slow-down and high tariffs.  Others do not pay (this was speciﬁcally noted as the most 
unlikely motive for business non-payment because it would undermine the sustainability of 
enterprises) (Peters, 2012). 
 
2.8. Willingness to pay 
 
Non-payment is not a given for those residing in poor areas, as significant variations in 
payment and non-payment exist across both poor and non-poor areas (Fjeldstad, 2004). 
These findings are confirmed by Booysen (2001) who analysed the income and expenditure 
of 1,600 households to determine the root cause of non-payment.  
 
The analysis found that not only higher-income households, but also households 
experiencing relatively high levels of poverty paid for services (Booysen, 2001). A second 
reason for non-payment is therefore the willingness (or not) to pay. In general, willingness or 
unwillingness to pay can stem from dissatisfaction with services delivered by government, 
which can lead to a cycle of non-payment. As a result, municipal authorities are unable to 
leverage financial and other resources in order to improve service delivery adequately, or 
perhaps certain efficiency aspects that may improve the affordability of services. 
 
In South Africa, the phenomenon of being unwilling to pay, or the ‘culture of non-payment’ 
refers to people still having the same mind-set as during apartheid rates boycotts, when rate-
payers refused to pay as a protest against the discriminatory policies of the government of the 
day. The rationale is that people became accustomed to not paying under the apartheid 
government and have not changed despite the transition to democracy. Glaser and Hildreth 
(1999) propose that perceptions of government and willingness to pay are directly linked. In 
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a survey of mid-western United States cities with a population of approximately 300,000, 
they found that half of the respondents were willing to pay more for improved local 
government performance (Glaser and Hildreth, 1999). Fjeldstad (2004) concurs with the 
power of citizen perception, which is implicitly linked to the extent of trust that community 
members have in local government leadership. He suggests that three dimensions of trust 
affect citizen compliance. First, trust in local government to act in their (citizens) interest, 
which refers to whether people believe that government will spend money on the required 
services, and whether the services provided are of an acceptable quality. The second 
dimension relates to whether citizens believe that authorities will establish fair procedures for 
collecting revenue and distributing services.  
 
Effective enforcement to ensure payment is critical, as citizens should believe that non-
payment carries a penalty, for example cutting off of services. However, whereas compliance 
is expected to be positively related to the severity of sanction applied for non-payment, the 
opposite is true for South Africa (Fjeldstad, 2004). The reason for this perverse relationship 
could lie within the principle of reciprocity: giving back what you get. In this case, treatment 
perceived to be unfair or extreme is met with a strong refusal to pay.  
 
Finally, the third dimension concerns trust in other citizens to pay their share. Here, the belief 
about the honesty of others comes into play, which is related to the role of social influences. 
For example, behaviour may be motivated to change if non-payment is met with certain 
negative social connotations or stigma. The reverse is also true: if non-payment is considered 
the norm, people may not consider non-compliance a big issue (Fjeldstad, 2004). 
 
2.9. Overview of the TDRF 
 
As stated in Chapter 1, the Transkei Development Reserve Fund (TDRF) is a legal entity in 
the form of a Fund which was established by Act No. 3 of 1964 (Transkei). The TDRF Act 
was subsequently amended in 2003 assigning the administration thereof to the MEC for 
Finance in the Eastern Cape. The purpose of the establishment of TDRF was to encourage 
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and promote economic development of the Transkei and to establish a reserve fund to secure 
the greatest possible benefit for the citizens of the Transkei.   The legislation provides that 
the funds of the TDRF be used to promote, finance and undertake schemes to utilise, develop 
or use the natural resources of the Transkei and any activities deemed necessary for the 
attainment of the objects of the TDRF. In terms of the policy frameworks in place, the 
accounting officer is one of the important role players in the management of the TDRF. 
 
2.9.1. The role of the accounting officer and guiding regulatory frameworks 
 
Consistent with Section 11.2 of the Treasury Regulations [Section 38(1) (c) (i) and (d) of the 
PFMA], the accounting officer takes effective and appropriate steps to timeously collect all 
money due to the department including: 
 maintenance of proper accounts and records for all debtors including amounts received in 
part payment 
 referral of a matter to the State Attorney where economical to consider a legal demand 
and possible legal proceedings in a court of law 
  keeping full and proper records of the financial affairs of the department, trading entity 
or constitutional institution in accordance with any prescribed norms and  standards 
 
In terms of sections 76(1) (b), 76(1) (e) and 76(4) (a) the Accounting Officer must comply 
with any regulations issued by National Treasury. Section 38 (1) of the PFMA states that the 
accounting officer for a department, trading entity or constitutional institution: 
 must ensure that the department, trading entity or constitutional institution has and 
maintains effective, efficient and transparent systems of financial and risk management 
and internal control 
 is responsible for the effective, efficient, economical and transparent use of the resources 
of the department, trading entity or constitutional institution 
 must take effective and appropriate steps to collect all money due to the department, 
trading entity or constitutional institution 
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Interest must be charged on debts to the state at the interest rate determined by the Minister 
of Finance in terms of section 80 of the Act. If the state suffers a loss or damage and the 
other person denies liability, the accounting officer must if deemed economical refer the 
matter to the State Attorney for legal action including the recovery of the value of the loss or 
damage. All the transactions of an institution must be supported by authentic and verifiable 
source documents, clearly indicating the approved accounting allocation. 
 
The researcher thereby opines that TDRF has to implement a debt management system to 
manage all lease agreements concluded by it; to ensure that all rentals are paid timeously by 
its lessees; to ensure that the lessees pay the necessary tariffs for the services that a  lessee , 
from the date of occupation: liable for the payment of the following: 
 the rental as determined in the lease agreement; 
 all charges for electricity including connection, reconnection and service charges, water, 
gas, if any, consumed on the property; 
 all refuse removal fees levied on the property; 
 all sewer, effluent and sanitary fees levied on the property; 
 all service charges arising out of any telephone service installed on the property; and 
 any other fees in respect of services rendered to the property during the period of the 
lease agreement; 
 liable to comply with all the conditions of occupation contained in the lease agreement.  
 
Non-compliance of the provisions of the lease agreement by a lessee who is a person is 
ground for immediate eviction. No lessee may sublet the immovable asset or cede the lease 
agreement. They may only use the immovable asset for the purpose for which it leased. Any 
improvements to the immovable assets must be undertaken for improvements to immovable 
assets that are leased.  
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2.10. Debtors control section 
 
Every department must have a Head Office Debtors Control Section within the existing 
finance section, which will deal specifically with; 
 keeping the various debt sections within the department informed on ,inter alia, any 
legislation, notice, regulation, directive and circular relevant to the administration and 
management of staff debtors; 
 managing the extended recovery of debtors or overpayments in instalments; 
 reviewing instalment recoveries every six (6) month; 
 monitoring and asses debt recoveries, ensuring that all deductions instated have the 
required approval and are reasonable; 
 engaging  the services of tracing agents and debt collectors on behalf of debt section; 
 engaging  the services of the State Attorney on behalf of debt sections; 
 making  recommendations to the Accounting Officer and approve the write off of debts in 
terms of the department’s written delegations; 
 overseeing the collection of debts within the department; 
 supplying pertinent information on state of the Department’s debtors to the Chief Finance 
Officer. 
 
2.11. Overview of property rental management 
 
According to Waldron, (2010), Property is a general term for rules governing access to and 
control of land and other material resources. Because these rules are disputed, both in regard 
to their general shape and in regard to their particular application, there are interesting 
philosophical issues about the justification of property. Modern philosophical discussions 
focus mostly on the issue of the justification of private property rights (as opposed to 
common or collective property).  
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Waldron, (2010), refers ‘Private property’ to a kind of system that allocates particular objects 
like pieces of land to particular individuals to use and manage as they please, to the exclusion 
of others (even others who have a greater need for the resources) and to the exclusion also of 
any detailed control by society. Though these exclusions make the idea of private property 
seem problematic, philosophers have often argued that it is necessary for the ethical 
development of the individual, or for the creation of a social environment in which people 
can prosper as free and responsible agents. Rhodes (2008) states that; “property management 
is the operation of commercial, industrial or residential real estate. This is much akin to the 
role of management in any business.  
 
Rhodes (2008) further states that; property management is also the management of personal 
property, equipment, tooling and physical capital assets that are acquired and used to build, 
repair and maintain end item deliverables. Property management involves the processes, 
systems and manpower required to manage the life cycle of all acquired property as defined 
above including acquisition, control, accountability, responsibility, maintenance, utilization, 
and disposition. One important role is that of liaison between the landlord and/or the 
management firm operating on the landlord's behalf and tenant. Duties of property 
management include accepting rent, responding to and addressing maintenance issues, and 
providing a buffer for those landlords desiring to distance themselves from their tenant 
constituency. 
 
Chavis, (2009) states that there are many facets to this profession, including managing the 
accounts and finances of the real estate properties, and participating in or initiating litigation 
with tenants, contractors and insurance agencies. Litigation is at times considered a separate 
function, set aside for trained attorneys. Although a person will be responsible for this in 
his/her job description, there may be an attorney working under a property manager. Special 
attention is given to landlord/tenant law and most commonly evictions, non-payment, 
harassment, reduction of pre-arranged services, and public nuisance are legal subjects that 
gain the most amount of attention from property managers.  
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Therefore, it is a necessity that a property manager be current with applicable municipal, 
county and state laws and practices.  
 
2.12. Theoretical and legislative framework for debt management policy in government 
 
Everingham et al., (2007:105) states that; “accounts receivables, or debtors, as they have 
been referred to in the past is often a large number on corporate balance sheet.  It is seldom, 
if ever, possible to receive all these amounts owing, as there will usually be some debtors 
who default because of hardship or simply because of over-reaching themselves. Good credit 
control and good credit collection processes can limit these losses”.  
 
Lovemore et al., (2009: 59).  Suggests that, “to raise the liquidity of accounts receivable, a 
firm would have to insist that its debtors adhere to its credit terms, and it would also have to 
apply its collection policy strictly, thereby forcing its debtors to settle their accounts 
promptly”. 
 
Debt management is a critical financial management function. Every organization should 
determine its philosophy and approach to debt management, document that approach clearly, 
obtain management support and approval for the defined policy, and use the policy as a 
roadmap going forward. In terms of the Public Finance Management Act (PFMA) (1 of 
1999), as amended by Act (29 of 1999) “the Accounting Officer:- 
 must ensure that the department, trading entity or constitutional institution has and 
maintains effective, efficient and transparent systems of financial and risk management 
and internal control, as per Section 38(1)(a);   
 is responsible for the effective, efficient, economical and transparent use of the resource 
of the department, trading entity or constitutional institution, as per Section 38(c)(b) 
 must  take effective and appropriate steps to collect all money due to the department, 
trading entity or constitutional institution, as per Section 38(c)(i) 
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 must keep full and proper records of the financial affairs of the department, trading entity 
or constitutional institution in accordance with any prescribed norms and standards, as 
per Section 40(a) and  
 must comply with any regulation issued by the National Treasury 
Sections76(1)(b),76(1)(e) and 76(4)(a) 
 
In terms of the National Treasury Regulations, the Accounting Officer must:- 
 as per Paragraph 11.2.1, take effective and appropriate steps to collect all money due to 
the institution including, as necessary:- 
o maintenance of proper accounts and records for all debtors, including amounts 
received in part payments, and 
o referral of a matter to the state attorney, where economical, to consider a legal 
demand and possible legal proceedings in a court of law 
 as per paragraph 11.3.1 unless otherwise determined by law or agreement, debts 
owing to the state may, at the discretion of the accounting officer of the institution, be 
recovered in instalments 
 as per paragraph 11.4.2, only write off a debt if he or she is satisfied that :- all 
reasonable steps have been taken to recover the debt, in accordance with a policy 
determined by the accounting officer and he or she is convinced that: 
o recovery of the debt would be uneconomical; 
o recovery would cause difficulties to the debtor or his or her dependants; 
o it would be to the advantage of the State to effect a settlement of its claim or to 
waive the claim 
o as per Paragraph 11.5.1 interest charged on debts to the state at the interest rate 
determined by the Minister on Finance in terms of section 80 of PFMA  
o as per Paragraph 12.3.1 if the state suffers a loss or damage and the other person 
denies liability, the Accounting Officer must, if deemed economical, refer the 
matter to the State Attorney for legal action 
o as per Paragraph 17.1.1 all the transactions of an institution must be supported by 
authentic and verifiable source documents, clearly indicating the approved 
accounting allocation. 
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2.13. Effects of debt 
 
According to Dubois et al, (2010); “excesses in debt accumulation have been blamed for 
exacerbating economic problems”. He further explained that debt allows people and 
organizations to do things that they would otherwise not be able, or allowed, to do. 
Commonly, people in industrialised nations use it to purchase houses, cars and many other 
things too expensive to buy with cash on hand. Companies also use debt in many ways to 
leverage the investment made in their assets, "leveraging" the return on their equity.  
This leverage, the proportion of debt to equity, is considered important in determining the 
riskiness of an investment; the more debt per equity, the riskier. For both companies and 
individuals, this increased risk can lead to poor results, as the cost of servicing the debt can 
grow beyond the ability to pay due to either external events (income loss) or internal 
difficulties (poor management of resources). 
 
2.14. Business Strategy 
 
It was previously indicated in chapter 1 that, TDRF was established to encourage and 
promote economic development and to establish a reserve fund to secure the greatest possible 
benefit for the citizens of the former Transkei region. The researcher is of the view that 
TDRF has to define its business strategy in view of making a greater return on the properties 
leased. 
 
In essence, Porter argues that strategy involves defining a company’s long-term position in 
the marketplace, making the hard trade-offs about what the company will and will not do to 
provide value to customers, and forging hard-to-replicate fit among parts of the “activity 
system” the firm constructs to deliver value to customers, all with a view to making a 
superior return on investment.  
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According to Porter (2001) the following are quotations that capture the gist of strategy: 
 the goal of strategy is to achieve a “superior long-term return on investment”, 
“economic value is created when customers are willing to pay a price for a product or a 
service that exceeds the cost of producing it. 
 competitive strategy is about being different 
 strategy is the creation of unique and valuable position, involving a different set  
activities and different from rivals 
 strategy is making trade-offs in competing 
 strategy defines how all the elements of what a company or an organisation does fit 
together 
 operational effectiveness means performing similar activities better than rivals perform 
them  
 involves continuity of direction 
 
Porter has developed three diagrammatic representations of strategy.  
 first his five forces diagram, e.g., Porter (1980 and 2001; 67), showing the influences of 
suppliers, buyers, threat of substitutes, barriers to entry and rivalry among existing 
competitors assists with thinking about competitive positioning at the industry level.  
 second, his value chain model, e.g., Porter and Millar (1985), Porter (2001; 75), showing 
inbound infrastructure, operations, outbound logistics, marketing and sales, and after-
sales service supported by firm infrastructure, human resources management, technology 
development, and procurement processes assists with thinking about organizational 
processes and the way information can be used to achieve competitive advantage.  
 third, Porter presents three diagrams that he calls “activity system maps”. These diagrams 
are so close to what many people might call business models that an example is included 
here. “Activity system maps show how a company’s strategic position is contained in a 
set of tailored activities designed to deliver it. In companies with a clear strategic 
position, a number of higher-order strategic themes can be identified and implemented 
through clusters of tightly linked activities after considering the meaning of various 
definitions of “business model” in the next section, we return to this third technique for 
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representing strategy and ask if one of Porter’s activity system maps could be considered 
to be a business model. 
In theory and practice the term business model is used for a broad range of informal and 
formal descriptions to represent core aspects of a business, including purpose, offerings, 
strategies, infrastructure, organizational structures, trading practices, and operational 
processes and policies. According to Porter (1996), whenever a business is established, it 
either explicitly or implicitly employs a particular business model that describes the design or 
architecture of the value creation, delivery, and capture mechanisms employed by the 
business enterprise. The organisation or a company’s strategy can be literally built up by 
different business models. Much more information is required to represent a business 
strategy than is required to represent a business model. A business strategy is a big bucket 
than is made up of different business models. 
Combinations of business models could be used for “designing” strategy: thinking in terms 
of combinations of business models could enable strategists to mix and match various 
combinations of business models to create new strategies for new and existing businesses. 
According to Teece, (2010), “the essence of a business model is that it defines the manner by 
which the business enterprise delivers value to customers, entices customers to pay for value, 
and converts those payments to profit: it thus reflects management’s hypothesis about what 
customers want, how they want it, and how an enterprise can organize to best meet those 
needs, get paid for doing so, and make a profit”.  
 
According to Morgan et al (2010), “business models are used to describe and classify 
businesses especially in an entrepreneurial setting, but they are also used by managers inside 
companies to explore possibilities for future development, and finally well executed business 
models operate as recipes for creative managers.” Magretta (2002) states that business model 
describes an organisation’s “core logic” for creating value and suggests the following 
definition for a business model:  
 
Page | 36  
 
“A business model is an abstract representation of some aspect of an organisation’s strategy. 
It outlines the essential details one needs to know to understand how an organisation can 
successfully deliver value to its customers.”   
 
Applegate et al (2003) describes “a business model as having three components namely”: 
 the concept, which “describes the opportunity and strategy”; 
 capabilities, which “define resources necessary to execute strategy”; 
 the value proposition, which explains “the benefits to investors and other stakeholders” 
 
 
2.15. Revenue Management as a business strategy. 
 
The author is of the view that, revenue management strategy needs to be created so that it can 
incorporate all of the revenue drivers as its key. However, it requires the involvement of the 
transaction department and all other profit centres of the organisation. This is unlike a budget 
in that a revenue strategy is renewable and adjustable where a budget is usually written in 
stone. The author further believes that the sound revenue management strategy includes the 
optimum revenue mix and the tactics to achieve it, this is where the debt management plan 
comes in. "Managing" revenue is just that it assumes an element of control in the revenue 
that you accept from various sources based upon cost of reservation.  
 
2.15.1. How exactly should this process work?  
 Gathering the info: 
 
Each member of the team should have been keeping information in regard to the market such 
as trends indicated by the reports and other industry sources. Revenue should also have the 
situation analysis completed as well as identified challenges and opportunities for the 
upcoming year.  
 Analysing the Revenue Data: 
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The revenue reports should be analysed to indicate the percentages currently generated by all 
revenue drivers.  
 The Facilitation:  
 
This is the meeting of the minds, reservations and any other interested party such as the 
owner. They take a look at the budget, market conditions, and all sources of revenue 
projecting the revenue strategy by segment.  
 The Final Product:  
 
The revenue projection spreadsheet, created from compromise that fulfils the requirement of 
the budget, becomes the basis of the revenue strategy.  
 The Review Process:  
 
The same fractious group that designed the strategy should meet periodically, it could be 
monthly or quarterly, to make adjustments based upon reality.  
 
2.15.2. Customer activities 
 
Track all customer communications and activity including document or file downloads 
surveys, support requests, registration and company event participation. Provide each 
customer’s activity in a dashboard display for each specific sales or account manager to view 
real-time. This enables the sales or account manager to act on the information provided so 
they can increase sales and service to their customer.  
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2.15.3. Capability to operate 
 
A series of activities must take place, adaptable architecture that can respond quickly to 
changes in the business. While there are variations in approach to business-capability 
mapping.  
 
2.15.4. Determine the business architecture.  
 
 document the top-level capabilities of the business. 
 add next-level capabilities, and refine. 
 develop common semantics for operational terms across the business. 
 document the relationships between the capabilities. 
 align the technical architecture to the business architecture by mapping the capability 
view to technology architecture. 
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DEVELOPED STRATEGIC BUSINESS MODEL 
 
 
 
          SUPERIOR LONG TERM ON RETURN WITH ECONOMIC VALUE  
Figure1. Researcher’s own developed strategic revenue management with a debt 
management model.  
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2.16. A developmental debt management model for a proper revenue management strategy 
 
A debt obligation is considered secured, if creditors have recourse to the assets of the 
organisation on a proprietary basis or otherwise ahead of general claims against the 
organisation. Unsecured debt comprises financial obligations, where creditors do not have 
recourse to the assets of the borrower to satisfy their claims, (Swanson, 2008) 
According to Walther, (2011) “Organisations need cash to pay for all their day-to-day 
activities. They have to pay wages, pay for raw materials, and pay municipal bills and so on. 
The money available to them to do this is known as the organisation's working capital. The 
main sources of working capital are the current assets as these are the short-term assets that 
the organisation can use to generate cash. However, the organisation also has current 
liabilities and so these have to be taken account of when working out how much working 
capital an organisation has at its disposal”. 
Working capital is therefore Current Assets (inventory + debtors + cash) minus Current 
liabilities. Working capital is the same as net current assets, and is an important part of the 
organisation's balance sheet. It is vital to a business to have sufficient working capital to meet 
all its requirements. Many businesses have undergone bankruptcy, not because they were 
unprofitable, but because they suffered from a shortage of working capital. 
According to Brad et al (2009; 472), Debt Management Plan (hereafter DMP) is a method 
used in various countries for paying personal unsecured debts. Typically, such debts are out 
of control – payments are late and/or take too large a portion of income, or even exceed it. A 
DMP usually involves a third party organization that looks at all or some of the debts, 
assessing income and budget, and re-negotiating interest rates and payments with the lenders. 
The negotiated rates and payment plan is based upon the probability of a higher likelihood of 
collection by the lenders in light of the debtor's more realistic monthly repayment. 
The author concludes that DMPs are typically a managed arrangement with creditors through 
a third party. The debtor may use a free creditor-sponsored DMP organisation or a fee-
charging DMP company. Accepting any terms of a DMP proposal put forward on behalf of 
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the debtor is always at the discretion of the creditors thereby a good debt advice service 
recognises this and will only suggest a debtor pays what they can realistically afford after 
their priority expenses are met. Priority expenses usually include mortgage or rent, food and 
utilities. Creditors usually request a review of the debtor's situation annually to ensure they 
are paying as much as they can reasonably afford. People that use a DMP to eliminate their 
debt will typically only have unsecured debts such as personal loans, credit cards, bank 
overdrafts and store cards included in their plan. Secured debts or priority costs, like 
mortgages, car higher purchases repayments, rent and utilities, are not subject to monthly 
payment reductions. Each country has its own rules and regulations regarding collection 
agencies and their practices which are quite often very aggressive. 
 
2.17. Collection Agencies 
 
Brad et al (2009; 472) states that, “a collection agency is a business that pursues payments on 
debts owed by individuals or businesses”. Dale (2001; 28) states that, “most collection 
agencies operate as agents of creditors and collect debts for a fee or percentage of the total 
amount owed”. 
There are many types of collection agencies, namely: 
2.17.1. First-party agencies that are often times subsidiaries of the original company the debt 
is owed.  
According to Paul (2005; 62-63), some collection agencies are departments or subsidiaries of 
the company that owns the original debt. First party agencies typically get involved earlier in 
the debt collection process and have a greater incentive to try to maintain a constructive 
customer relationship. Because first party agencies are a part of the original creditor, they are 
not subject to the Fair Debt Collection Practices Act which governs third party collection 
agencies. These agencies are called "first party" because they are part of the first party to the 
contract (i.e. the creditor). The second party is the consumer (or debtor). Typically, most 
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creditors will retain accounts with first party agencies for several months before the debt is 
written off and passed to a third party agency. Third-party agencies are separate companies 
contracted by a company to then collect the debts on their behalf for a fee.  
According to Paul (2005; 62-63), the term collection agency is usually applied to third-party 
agencies, called such because they were not a party to the original contract. The creditor 
assigns accounts directly to such an agency on a contingency-fee basis, which usually 
initially costs nothing to the creditor or merchant, except for the cost of communications. 
This however is dependent on the individual service level agreement (SLA), which is a 
contract between a service provider and a service user or customer that specifies the level of 
service that is expected during the term of the contract (Keller, 2003),  that exists between the 
creditor and the collection agency. The agency will then take a percentage of the debt that is 
successfully collected; sometimes known in the industry as the "Pot Fee" or potential fee 
upon successful collection. This does not necessarily have to be upon collection of the full 
balance and very often this fee is paid by the creditor if they cancel collection efforts before 
the debt is collected. The collection agency makes money only if money is collected from the 
debtor (often known as a "No Collection - No Fee" basis). Depending on the type of debt, the 
age of the account and how many attempts have already been made to collect on it, the fee 
could range from 10% to 50% (though more typically the fee is 25% to 40%). 
Some agencies offer a flat fee, "pre-collection" or "soft collection" service. The service sends 
a series of increasingly urgent letters, usually ten days apart; instructing debtors to pay the 
amount owed directly to the creditor or risk a collection action and negative credit report. 
Depending on the terms of the SLA, these accounts may revert to "hard collection" status at 
the agency's regular rates if the debtor does not respond. 
2.17.2. Debt buyers in which the agency purchases the debt at a fraction of its initial value 
then collects upon it.  
According to Christopher (2005;86), an increasing number of collection agencies, sometimes 
referred to as "debt buyers", purchase debts from creditors for a fraction of the value of the 
debt and pursue the debtor for the full balance, or even include "interest" in the balance 
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owed. This allows the original company to generate immediate revenue and reduces the 
public relations risks involved with collection of defaulted accounts receivables.  
In commercial collection cases, the debtor is a business. A business could mean a sole 
proprietor, a corporation, a partnership, or an individual that incurred the debt for business 
purposes. 
2.18. Collection practices 
 
The Fair Debt Collection Practices Act (FDCPA) states that collectors may contact a debtor 
at the workplace unless the collector has been informed the employer prohibits such calls. 
Streitfeld (2009) states that, relatives of deceased people are usually under no obligation to 
pay off the debts of the deceased with their own funds, but the deceased person's estate can 
be pursued to pay off such debts. Collection account is the term used to describe a person's 
debt which has been submitted to a collection agency through a creditor. The term is not used 
on debts with only original creditors. 
However, if a dispute regarding the validity of the debt is filed, an agency is prohibited from 
placing the debt on the debtor's credit report, unless they mark the account as disputed, or 
until the dispute is resolved and the debt is indeed verified as accurate. 
 
2.18.1. Regulation of collection agencies in the Republic of South Africa 
 
The Debt Collectors Bill, 1997 which is one of two Bills emanating from the South African 
Law Commission’s report on debt collecting (Project 74). The first hereof, namely the 
Magistrates’ Courts Amendment Bill [B27—96] was introduced in Parliament (the Senate) 
during February 1996, but was subsequently withdrawn by the Minister of Justice, as the 
Senate could not finalise its deliberations on the Bill before the dissolution of that House 
under the Constitution of the Republic of South Africa, 1996 (Act No. 108 of 1996). This 
first Bill which concentrated on the judicial debt recovery procedure and the abolition of the 
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provisions regarding imprisonment for debt has since been replaced by the Magistrates’ 
Courts Amendment Bill, 1997.  
 
The Debt Collectors Bill, however, focuses on another aspect pertaining to debt collecting, 
namely the so-called “extra judicial procedure” where creditors appoint other persons to 
collect their debts for reward, or cede their legal claims to such debt collectors. Numerous 
objections are frequently being raised by attorneys and members of the public against the 
conduct of these debt collectors. From a moral perspective the statutory regulation of debt 
collectors can hardly be questioned. Whereas legal practitioners are bound by prescribed 
tariffs for the work they do, are subject to disciplinary methods and ethical codes of conduct 
and in their conduct are bound by legislation and rules, no such safeguards exist in respect of 
the conduct of debt collectors.  
 
The Bill consequently purports to make provision for the establishing of a council, to be 
known as the Council for Debt Collectors, in order to deal with, and to exercise control over, 
the occupation of debt collector. The provisions of the Bill are briefly summarised here: 
 a Council is established so as to manage and control the activities of persons who recover 
debts for reward and who are not attorneys. The Council shall consist of a judge (as 
chairperson), a magistrate, and attorney. two debt collectors plus two other fit and proper 
persons and one person representing consumer interests. Council members are appointed 
by the Minister of Justice.  
 all persons acting as debt collectors as defined in the Bill must register 11th the Council 
and pay subscriptions to the Council. It shall be an offence for anyone to carry on 
business as a debt collector while he or she has not been so registered, and such person 
shall on conviction be liable to a fine or to imprisonment for a period not exceeding three 
years. The Council shall generate its own funds, and the payment of subscriptions will, 
among other things, serve as a source of finance. 
 certain powers are conferred on the Council, such as the withdrawal of registration 
certificates, the drafting of a code of conduct for debt collectors and the imposition of 
fines on debt collectors found guilty of misconduct. 
Page | 45  
 
 the money which a debt collector may recover from a debtor is limited in terms of clause 
19. The Minister of Justice may prescribe the rates of expenditure and costs which a debt 
collector may recover in the Gazette and any account from a debt collector, or statement 
of costs, interest and payments made by a debtor would be subject to taxation or 
assessment by the clerk of a magistrate’s court or a costs committee of a law society. 
 a debt collector must open a trust account and keep proper accounting records. All 
moneys received or held on behalf of another person (client) must be deposited in such 
account and must, within a reasonable or agreed time be paid to such person. All 
interest on moneys deposited in a trust account must be paid to the person on behalf of 
whom such moneys were deposited. 
 
2.19. Conclusion 
 
If the TDRF officials, executive management and tenant’s leaders are involved in debt 
management plans and programmes, the system will be able to know the immediate needs 
and aspirations of such involved groups and address them accordingly. Revenue 
Management as a financial management strategy brings information, empowerment to a 
business aspiring provincial or national grading. The strategy puts revenue management 
information in the core activities of inhabitants doing the enhancement. Analysis of this 
information enhances their power to improve. 
 
Revenue Management and Debt Management Policy processes and activity analysis is one of 
the most powerful tools for an overall management strategy in the business. It facilitates 
appropriate visibility of an organization’s processes and activities leading to a better 
understanding of the business strategy. 
 
Chapter three (3) dealt with Revenue Management as a business strategy and Debt 
Management Plan or Policy as a business model for the strategy of business. Development of 
a proper debt management policy will involve the reduction of time and some efforts to 
perform such activities, eliminating unnecessary activities and deploying resources made 
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available by improvement efforts. These efforts are likely to improve quality and enhance 
revenue. 
 
The study will now attempt to confirm the significance and relevance of Debt Management 
Policy and as an effective mechanism towards enhanced revenue management performance 
in a business. 
 
Chapter three (3) will deal with the methodology of this study. 
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Chapter 3 
3. Research Methodology 
3.1. Introduction 
 
The preceding chapter presented an analysis of literature related to management of public 
reserve funds. The objective of this chapter is to succinctly describe the various techniques 
employed in collecting and analysis of data for the study. Leedy and Ormrod (2001:288) 
advise that researchers must state concisely how they intend to solve the problem identified 
in Chapter 1. Thus this chapter addresses key issues such as: justification of the 
methodology, administration of research instruments, sampling techniques, data analysis, and 
approaches for ensuring quality of research. In presenting the methodology, Lindsay’s 
(1995:14) recommendations ‘to provide enough detail to allow a reasonably knowledgeable 
colleague to repeat the same study in a different environment and obtaining almost similar 
results’ are taken into account.  
 
3.2.  Reiteration of the objectives of the study 
 
In Chapter 1, the objectives of this study were stated as follows: 
 determine on how TDRF can develop and implement the Debt Management Policy and 
the contribution of the policy in the improvement and enhancement towards revenue 
management 
 determine the importance of Debt Management Policy for improved rental revenue 
management at government leased properties 
 investigate a comprehensive, on-going evaluation of all key factors affecting debt 
structure decisions, including industry and market environment, state of the organization 
and state of the property market and provide a basis for active debt structure management 
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in order to achieve the highest revenue collection, lowest cost of capital, highest possible 
credit rating and acceptable levels of risk 
 suggest how debt management plan and policies can be utilized for government property 
management sectors in the pursuit of improved business performance 
 
3.3. The Research Design 
 
Blumberg (2008:195) defines research design as ‘the plan and structure of investigation so 
conceived as to obtain answers to research questions’.  Labovitz and Hagedorm (1981:42) 
view research design as a tool that structures the research, showing how all the different parts 
of the project work together to address the central research question. These definitions 
suggest that a research design is a road map which guides the researcher in planning and 
implementing the study to achieve the intended goals. It spells out the strategies the 
researcher plans to adopt to develop information that is accurate and interpretable (Babbie 
and Mouton, 2001:103; Leedy, 1989:91; Welman and Kruger, 1999:46). 
 
3.4. Case Study Methodology and Research Paradigm 
 
According to Yin (1984:23) a case study is ‘an empirical enquiry that investigates a 
contemporary phenomenon within its real-life context; when the boundaries between 
phenomenon and context are not clearly evident; and in which multiple sources of evidence 
are used’. Mitchell (2000:169) states that the ‘case study refers to an observer’s data: that is, 
the documentation of some particular phenomenon or set of events which has been 
assembled with the explicit end in view of drawing theoretical conclusions from it’.  
 
The reason for utilizing the case study methodology is that it allows for an in-depth, 
understanding of a specific phenomenon within a bounded system (Welman and Kruger, 
2001: 182). Case studies can be either quantitative or qualitative in nature, but due to the 
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interpretive nature of this research, a qualitative methodology (Guba and Lincoln, 1994:2) 
has been adopted.  
 
3.5.  Quantitative and Qualitative approaches in research 
 
According to Neuman (2000:7) and Sukamolson (1996:1) quantitative research is ‘a type of 
research that explains phenomena by collecting numerical data that are analyzed using 
mathematically-based methods (in particular statistics)’. The specificity of quantitative 
research lies in collecting numerical data. In order to be able to use mathematically-based 
methods, the data have to be in numerical form.  
 
However, this is not the case for the qualitative approach where data are not necessarily 
numerical, and therefore cannot be analyzed using statistics. Also, qualitative research uses 
free-format responses in which words and observations are used (Dukta, 1995:26; O’Sullivan 
and Rassel, 1999:36). Welman and Kruger (1999:186) state that qualitative research is 
orientated towards exploration, discovery and inductive logic. Data is collected through 
observations, interviews and other qualitative methods. The product of the research is a new 
model, theory or hypothesis (Welman and Kruger, 2001:5) According to O’Sullivan and 
Rassel (1999:36) a qualitative research method produces verbal data, which is difficult to 
convert into numbers.  
 
It is defined by its use of verbal information and its preference for developing full 
information. Such an approach is linked with the use of the survey method. Thus the survey 
method has been identified as the most appropriate technique for this study. 
 
3.6. The Survey method 
 
It has been stated earlier that the case study methodology is utilised for the study. A survey was 
identified as the most appropriate approach for tackling case studies. Malhotra (1996:163) and 
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Moore (1993:10) affirm that surveys are used for collecting data in the social sciences. The main 
considerations by researchers for using the survey method are basically: cost, time efficiency, 
geographical scope and the ability to collect sensitive information such as poor debt 
management (Malhotra, 1996:163.  The latter author adds that the primary function of surveys is 
to collect information which can be analysed to produce conclusions. Surveys are divided into 
two categories namely: questionnaires and interviews.  
 
The two data collection techniques will be used to gather data on processes, procedures, 
methods and basic operational necessities of the property management sections for an improved 
revenue enhancement by using both closed and open-ended questions. In the former, 
participants complete the instrument on their own using paper and pencil. In the latter, 
interviewer completes the instrument based on the responses of the participants. The use of 
these two techniques can be contested (Labovitz and Hagedorm, 1981:68). However, other 
scholars contend that the advantages outweigh the disadvantages. The next subsections discuss 
advantages of both questionnaires and interviews in order to justify the choice of their selection 
as data collection instruments for the study. 
 
3.6.1. Questionnaires 
 
Notwithstanding that subjects may not reflect their true opinions but might answer what they 
think will please the researcher (Burns and Grove, 1993:368); questionnaires may be decided 
upon for a number of reasons (Denscombe, 2003:159). The main reason for using 
questionnaires was that questionnaires provide standardisation and uniformity in the data 
gathering process. In other words, the wording and sequence of questions in a questionnaire 
ensure that every respondent sees and hears the same words. In addition to this, the items in the 
questionnaire are both closed and open-ended. Finally, questionnaires ensure a high response 
rate because they will be distributed and collected personally by the researcher upon completion. 
 
The questionnaire was divided into three sections. Section 1 was used to establish the 
demographic profiles of government officials who were going participate in the study. 
Sections 2 and 3 sought to identify weaknesses and strengths in these officials with regard to 
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aspects such as management support, resources and management involvement in property 
management matters. Such aspects would enable the study to establish the challenges and 
limitations of the government property management officials in its revenue collection and 
management objectives. 
 
Sections 2 and 3 comprised of 26 questions. The questions were designed to elicit responses 
on key aspects derived from the hypothesis of the study. The research questions focused on: 
 the powers and functions of government officials 
 level of executive management support for other government officials to develop and 
implement policy 
 challenges experienced with regard to property rental collections for a proper revenue 
management 
 skills and capacity of government officials for an effective execution of their duties 
 
However, questionnaires appear very informal in that there is lack of face to face 
communication with the researcher. In order to overcome this disadvantage, inter alia, the 
researcher also utilised individual interviews as another data collection technique. 
 
3.6.2. Interviews 
 
Clark and Sartorius (2004:15) assert that interviews are qualitative, in-depth and semi 
structured. The use of this technique relies heavily on a list topics or questions on the particular 
phenomenon under study as an interview guide (Jackson, 1995:122). Labovitz and Hagedorm 
(1981:68) argue that the interview questions may be structured or unstructured and responses 
are filled in by the interviewer in a face to face situation. Face to face interviews allows the 
interviewer to communicate by asking questions using voice, body language, facial expressions 
and the interviewee to formulate his/her responses making use of voice, body language and 
facial expressions (Schnetler et al, 1989:16). In addition to this, Bless and Higson- Smith 
(1995:111) identify advantages of individual interviews as a form of data collection method.  
 
Page | 52  
 
 the method of data collection gives a chance to illiterate respondents to participate. Because 
the interviewer reads the question and writes down the response, the respondent does not 
have to be able to read or write 
 the interviewer has the opportunity to explain a question or words in a question if he/she 
senses that the respondent does not fully understand the question 
 the interviewer can ensure that all questions are answered and that challenging or difficult 
questions are not left out  
 fewer incomplete responses 
 higher response rate 
 
3.7. Research Philosophy 
 
Saunders et al (2007:101) defines research philosophy as the overarching term that relates to the 
development of knowledge and the nature of that knowledge. In other words, a research 
philosophy is a belief about the way in which data about a phenomenon should be gathered, 
analysed and used. Two major research philosophies have been identified namely: positivist 
(scientific) and interpretivist (antipositivist) (Galliers, 1991:8). 
 
3.7.1.  Positivism 
 
According to Levin (1988:3) positivists believe that reality is stable and can be observed and 
described from an objective viewpoint i.e. without interfering with the phenomena being 
studied. They contend that phenomena should be isolated and that observations should be 
repeatable. This often involves manipulation of reality with variations in only a single 
independent variable so as to identify regularities in, and to form relationships between, some of 
the constituent elements of the social world.  
 
This study adopts the interpretivist approach. 
 
3.7.2.  Interpretivist Approach 
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Interpretivists contend that only through a subjective interpretation of and intervention in reality 
can the reality be fully understood. The study of phenomena in their natural environment is 
central to the interpretivist philosophy, together with the acknowledgement that scientists cannot 
avoid affecting those phenomena they study. Interpretivist admit that there may be various 
interpretations of reality, but maintain that these interpretations are in themselves a part of the 
scientific knowledge being pursued.  
 
According to Saunders et al (2007:106), interpretivism is an epistemology that advocates that 
researchers need to understand differences between humans as social actors. This emphasises 
the difference between conducting research among people rather than objects such as trucks or 
computers. 
 
3.8. Conducting the study 
 
3.8.1.  Requesting for permission to conduct the study 
 
In September 2011 a letter was sent to the Eastern Cape Provincial Treasury management 
requesting for permission to conduct a study using executive committee members of the 
department. The introductory letter was also used to inform the executive management about 
the nature of the study, stimulate interest and to encourage participation by the government 
officials.  
 
Subsequently, the researcher had a briefing session with the government officials to verbally 
explain the purpose and aim of the study and why the government departments were chosen 
as a study area. Full participation by the government officials was encouraged and stressed 
specifically in the context of developmental revenue management. Permission was granted 
and the research proceeded starting with a pilot study.  
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3.8.2.  Role of the Researcher 
 
The researcher worked at the Eastern Cape Provincial Treasury as Project Manager for a 
contract period of two years at the time of the research. The researcher had become 
experienced with property management processes, improving the overall financial 
management and reporting, property administration and management improvement and the 
implementation of property management sustainability. Any biases that the researcher may 
have had towards the views of the internal technical financial support staff have been 
combated by conducting research of the government property rentals in the form of a survey. 
 
The researcher played a critical role of piloting the questionnaire and the set of questions 
prepared for the interview and making the necessary amendments to the questions before the 
main study. Thereafter the researcher interviewed the target population and administered 
questionnaires clarifying aspects of the instrument that were not clear to the participants. 
Finally, the researcher consolidated all the responses for analysis and interpretation in the 
next chapter. 
 
3.8.3.  Pilot study 
 
The first step was to pilot the instrument amongst the participants in order to clarify 
ambiguous or inapplicable questions. Only staff at the TDRF was involved in the piloting 
exercise. The reason for this decision was to make sure that the same type and class of 
participants are used for both the pilot and the main study. A total of 5 participants (2 males 
and 3 females) were randomly selected and requested to participate in the pilot study. The 
results of the pilot test suggested a maximum completion time of 15 and 20 minutes for 
questionnaires and interviews respectively. After the pilot test, where possible, shortened 
versions of the statements were adopted and subsequently the main study proceeded.  
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3.8.4.  Interviews and Administration of questionnaires 
 
Since written permission had been sought prior to the study, the researcher proceeded 
without encountering problems with the management of the institutions from which 
participants were identified. Appointments were booked with participants for interviews 
during tea and lunch breaks in the months of July to August 2012. The choice of the time was 
made in order to avoid work disruptions and attracting attention from colleagues.  
 
Self-administered questionnaires also enable researchers to suggest if participants could start 
at a specific section, read prescribed words in the order in which researchers intends, provide 
answers to each stimulus, and move sequentially through the questionnaire. In order to 
overcome problems related to this, participants were encouraged to answer all questions in 
the order in which they are structured. 
 
3.8.5.  Population, sampling frame and sampling  
 
A sample for a study is taken out of a population and sampling frame. A population is a 
collection of objects, events or individuals having some common characteristics that the 
researcher is interested in studying (Brynard and Hanekom, 1997:43; Mouton, 1998:134). In 
this study, the population consists of all government employees in the Eastern Cape 
Province. Within that population a sample frame can be determined. The TDRF personnel, 
Eastern Cape Provincial Treasury Department Management, other Government Department’s 
Property Management personnel, other government departmental housing committee 
members constitute the sampling frame. The figure below illustrates the relationship between 
population, sampling frame and sample. 
 
A sample is a portion of the sampling frame or any procedure that utilizes a small number of 
items of a population to arrive at a conclusion regarding the whole population. All technical 
support staff working for the TDRF, Eastern Cape Treasury Department Management, 
Government Department’s Property Management personnel and government housing 
committee members constitutes the sample for this study. Thus all they represent the target 
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population for the study. Collis and Hussey (2009:62) and Vermeulen (1998:56) argue that ‘it 
is logical to involve the entire population in a research study if the target population is small’.  
 
Figure 3.1: The relationship between population, sampling frame and sample 
 
Source: Neuman, (2000:202) 
3.9.  Data Analysis 
The analysis of data relates to making meaning of the raw information collection. Using 
basic descriptive statistics, participants will be categorised according to gender, age-groups, 
levels of education, and their positions in the organisation. Analysis of participants’ 
demographic profiles informs the types of participants that took part in the study. Such 
variables provide information that determines whether or not the results can be relied on.  
 
The second and most important part of the data analysis relates to qualitative analysis of the 
responses in the questionnaire as well as the feedback from the interview. No statistical 
analysis was done.  
 
3.10.  Quality of Research 
 
The researcher complied with certain established criteria to ensure the rigor and 
trustworthiness of the research findings. Reliability illustrates the extent to which the 
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instrument is stable and dependable with measuring the concept (Saunders et al, 2007:149). 
In other words, reliability means if the researcher utilized the same research method, data 
collection procedures, techniques and analysis to a second research sample, almost similar 
results to the previous research must be obtained. The next sections discuss techniques that 
were employed to satisfy issues of reliability and validity. 
 
3.10.1. Validity and Reliability of Instrument 
 
Validity refers to the accuracy and trustworthiness of instruments, data and findings in the 
research. In order to satisfy issues relating to validity in research, the researcher has to 
establish the degree to which the findings reflect the empirical reality of human experiences. 
Kirk and Miller (1986:20) argue that reliability is impaired if the data are not independent of 
accidental circumstances under which they are gathered. According to Easterby-Smith et al 
(2002:53) there are three main types of validity which the researcher satisfied in this study:  
 
3.10.2. Construct Validity  
 
Construct validity was fulfilled in the current study by; 1) piloting the instrument prior to the 
study to iron out any ambiguous or inapplicable questions 2) designing questions that 
effectively capture the research main issues. The issues discussed during the pilot test 
included: adequacy of the covering letter, clarity of the instructions and construct statements, 
length of the questionnaire and interview, and completion time. 
 
3.10.3. Content Validity 
 
This was assessed by the research supervisor who reviewed the questions in the questionnaire 
for clarity, relevance, comprehensiveness and understandability. This decreased the 
possibility of errors and, on the other hand, increased the probability that the findings are an 
accurate reflection of the reality.  
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3.10.4. Ethical considerations 
 
The most important ethical issues and concerns that the researcher considered fulfilled were:  
 informing the participants about their involvement in the research,  
 avoiding risk and harm to participants and other parties,  
 allowing free choice by emphasizing the participation was voluntary, 
 ensuring privacy by not sharing the participants’ responses with individuals or 
institutions that are not concerned with the study,  
 confidentiality,  
 ensuring anonymity of participants and  
 interpreting data as presented by the participants. 
 
3.11. Limitations of the methodology 
 
The following limitations of the research methodology were identified:- 
 it emerged during the research that some participants had limited understanding of what 
was expected from them when a research is conducted. To overcome these problems, the 
researcher explained all instructions, made clarity on some of the questions and allowed 
extra time beyond the estimated time of completion so that they could have an 
opportunity to respond to all questions 
 
 since the study was a case study, the data collection techniques utilised may not be 
applicable for case studies in other institutions. This suggests that even if another study is 
conducted using the same techniques the results may not be uniform 
 
3.12. Conclusion 
 
In this chapter the research design and methodology undertaken to conduct the current 
research have been explained and justified. Only the qualitative approach was used 
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conducting the study. The main issues of the research design were highlighted including 
population and sampling, and the data collection instruments. Data analysis techniques and 
processes have been discussed and justified. Data will be analysed qualitatively to measure 
the rate of responses recorded. Finally, issues relating to ethics, reliability and validity have 
also been addressed.  
 
The next chapter discusses the results of this study. 
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Chapter 4 
4. Data Analysis and Interpretation 
 
4.1.  Introduction 
 
Chapter 1 set the scene for the study explaining clearly the problem under investigation. In 
Chapter 2 the researcher presented a critical analysis of literature related to management of 
reserve funds. The preceding chapter described various techniques identified for data 
collection and analysis.  
 
This chapter presents and interprets the results of the data collection. The purpose of this 
chapter is thus to make meaning of the raw data collected for the study. 
 
4.2. Summary of the participants 
 
A total of 27 participants took part in the study made up of 10 Transkeian Development 
Reserve Fund personnel, 5 Eastern Cape Provincial Treasury Department Management 
(executive management), 9 other Government Department’s Property Management 
personnel, and 3 from other government departmental housing committee members.  
 
This is summarised in the pie chart shown below: 
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Figure 2: Summary of the participants 
 
Source: Analysis of Survey Data 
 
 
The initial part of each study took the form of a brief discussion assuring them of 
confidentiality and their right to withdraw at any point of the study so as to put them at ease. 
Furthermore, participants were assured that their identities would remain anonymous; this 
was done to promote honesty and truthfulness in responses. 
 
4.3. Demographic Profiles of Participants 
 
4.3.1. Gender 
 
Out of 27 participants including the executive management, only 4 ward committee members 
were female (15%). The findings confirm that the ward committee does not conform to the 
Employment Equity Act which promotes the employment of women and obliges community 
advisory structures to have representatives of women and the disabled.  
 
It can thus be concluded that the committee is not gender balanced and furthermore is not 
gender representative as reflected by government officials in the decision making and policy 
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implementation plans. Non-involvement of such individuals in the strategic, operational, 
technical and policy development impacts negatively on strategic objectives because the 
operational technical personnel performing daily activities do not receive recognition.  
 
Figure 3 Summary of participation by gender 
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Source: Analysis of Survey Data 
 
 
4.3.2. Age  
 
Government employees’ responses indicate that all age categories used in the study are 
represented on the government’s strategic objectives. The responses further reveal that 60% 
of participants fall between the ages of 31 and 50. 
 
Table 3 Age composition of government employees and management 
Age Category No of employees 
18-30 2 
31-40 6 
41-50 6 
51-60 4 
61-65 2 
Source: Survey Data 
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4.3.3. Education Level 
 
Table 4 below shows that 30% of the participants have successfully completed secondary 
school level (matriculation). A total of 50% of the participants acquired a post matric 
qualification. Another 20% has acquired honours degree and higher.  
 
In this regard government has a challenge to capacitate the employees with special skills and 
knowledge which will enable them to function more effectively in their duties as some of the 
government plans and programmes require defined standards of education to enable an 
individual to comprehend.  
 
Table 4 Education level of government employees and management 
Education level No of employees 
Below Matric 0 
Matric 6 
Diploma/ Degree 10 
Honours and above  4 
Source: Analysis of Survey Data 
 
The demographic profiles of the participants have been discussed. An understanding of 
demographic profiles of participants is significant in that the type of participants have a 
strong impact on the quality of research results. The study turns to a presentation and 
discussion of the participants’ responses to the questions that form the core of the research. 
4.4. Analysis of responses  
 
4.4.1. Frequency of Notifications 
 
All participants indicated that notifications are sent once or twice a year. Regarding their 
views of whether such notifications are adequate, 20% of the participants were of the view 
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that such notification times are enough while 80% were of the view that such notification 
times are not enough.   
 
The concluding respondents are of the opinion that sometimes there are pressing matters 
affecting the month end reporting that need to be addressed urgently. If the notifications are 
sent once a month other important issues would be left unattended. 
 
Figure 4 Graphic descriptions of respondent’s views on defaulters’ notifications 
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Source: Analysis of Survey Data 
 
4.4.2. Satisfaction with the frequency of notifications 
 
With regards to sufficiency of reminding times in order to make everyone a responsible 
person to fulfil his or her mandate, a total of 60% of the respondents indicated that the level 
of sufficiency is average. A total of 10% and 30% indicate that the level of sufficiency is 
adequate and inadequate, respectively. Figure 5 shows the graphical description of the level 
of sufficiency of reminding times. 
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Figure 5 Level of sufficiency of reminding times 
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Source: Analysis of Survey Data 
 
4.4.3. Level of support 
 
Concerning the level of support stakeholders receives from the government in relation to 
aspects such as human resource, office space, and financial support so as to act responsible in 
their duties, a total of 30% of the participants suggest that the level of support from the 
government is average. On the other hand, 10% and 60% indicate that the level of support 
received from the government is adequate and inadequate respectively.  
 
The figure 6 below depicts the level of support received from government. 
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Figure 6 Level of support from the government 
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Source: Analysis of Survey Data 
 
4.4.4. Consultation by executive management 
 
The question sought to establish participants’ satisfaction with consultation by the executive 
management council in regards to programmes and projects undertaken under the property 
department units.  
 
A total of 80% of the government officials feel that they are seldom consulted by the 
executive management council with regard to developmental programmes or projects in the 
property department units, while 20% of the respondents are of the view that they are always 
consulted by the council before it undertakes any developmental program in the property 
department units. 
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Figure 7 Consultation by executive management  
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Source: Analysis of Survey Data 
 
4.4.5. Powers to influence policy decisions 
 
The question sought to establish participants’ views on whether the Executive Financial 
Management Committee possesses sufficient powers to influence policy decisions on 
Revenue Management of Government Properties.  
 
The results show that 30% of the participants view that the Executive Financial Management 
Committee does possess sufficient powers to influence decisions on Revenue Management of 
Government Properties. The remainder (70%) feel that their Executive Financial 
Management Committee does not possess sufficient powers to influence decisions on 
revenue management of government properties (see figure 8 below).  
 
The latter claim that most decisions are taken without proper consultation and it is rare to 
find an expert in property management. 
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Figure 8 Powers to influence decisions 
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Source: Analysis of Survey Data 
 
4.4.6. Management’s flexibility to consider advice from operational staff 
 
The results suggest that only 35% of the participants were of the view that the Executive 
Financial Management Committee considers recommendations from the operational 
employees. The majority (65%) feel that their recommendations are always disregarded. This 
is because property management processes are done by operational personnel who have no 
influence in decision making processes including the strategic planning sessions. Figure 9 
below summarises management’s flexibility to consider guidance from operational 
personnel. 
 
Figure 9  Management’s flexibility to consider advice from operational staff 
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Source: Analysis of Survey Data 
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4.4.7. Enhancing property management officials’ skills 
 
A total of 80% of the participants feel that the Property Management Unit officials must be 
given more skills and knowledge to execute their duties effectively. The later argued that 
most property management officials are financial experts who cannot implement the property 
management techniques hence a need for proper training in the area of property management 
should be effected. On the contrary, a total of 20% feel that Property Management Unit 
officials must not be given more skills and knowledge to execute their duties effectively. 
 
 Figure 10 Enhancing property management officials’ skills 
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Source: Analysis of Survey Data 
 
4.4.8. Views on an effective debt management policy so as to enhance revenue collection. 
 
Responses on the above indicate that all participants (100%) feel that there is need to put in 
place an effective debt management policy to enhance revenue collection. The participants 
added that most departmental property management units use the overall department debt 
management policy which does not accommodate the property management techniques.  
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Figure 11 Need for an effective debt management policy to enhance revenue collection 
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Source: Analysis of Survey Data 
  
4.4.9. The lease’s obligation to pay  
 
A total of 99% of the participants are of the view that the defaulters need to pay for what they 
owe when leased a property. They argue that it is important that defaulters are made aware of 
their obligation and they honour this obligation. These participants added that defaulters 
know how much they owe and do not care because of the absence of a binding document that 
obliges them to honour their payments. Only a minority (1%) disagreed by responding that 
there is no need for defaulters to be obliged to their payments. 
 
Figure 12  The lease’s obligation to pay 
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Source: Analysis of Survey Data 
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4.4.10. Suggestions on how the outstanding debts can be settled  
 
There are number of suggestions that were put forward on how to deal with defaulters. A 
total of the participants hold that outstanding debts can be settled by means of negotiable 
payment terms. The legal section would have to draft the acknowledgement of debt forms, 
which will need to be signed by the state attorney together with the Accounting Officer.  
 
Another 20% suggested an appointment of a private debt collector. A similar number (20%) 
suggest that defaulters should be handed over to credit bureau and also provide room for 
negotiations.  
 
The highest number of participants (40%) suggests that properties for defaulters should be 
locked after sending sufficient notifications about the arrears, and that the new lease contracts 
be linked to the policy.  
 
Figure 13  Suggestions on how to settle debts 
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Source: Analysis of Survey Data 
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4.4.11. Effectiveness of taking action against defaulters 
 
This question focuses on the effectiveness of lock-outs, legal actions and evictions of all 
defaulters. The question follows up on any actions that can be taken against defaulters stated 
above. The results show that 60% of the participants think that taking action such as locking 
out and further legal actions can be effective while 40% feel that such actions cannot be 
effective and should not be taken against defaulters. The latter respondents claimed that the 
department does not have an effective policy which would be a guide on how the defaulters 
should be managed. 
 
Figure 14 Level of effectiveness of any actions against defaulters 
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Source: Analysis of Survey Data 
 
4.4.12. The role of a Property Management Unit in Revenue Management and administration 
 
A total of 70% of the participants are aware of their roles in governance and administration. 
Participants feel that government officials:  
 serve as an important contact and link between the communities and the government 
 ensure service delivery in government programmes  
 serve as a channel of communication between the government and community to  
ensure service delivery 
 serve as an advisory body in government policies and matters affecting communities 
 serve as officially recognized participatory organs in government departments 
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The above responses demonstrate that most participants are aware of their roles and 
responsibilities. The responses capture the vision of ward committees which is the facilitation 
of local community participation, the articulation of local community interests and the 
representation of these interests within the municipality. Such knowledge can enable the 
committee to deliver on its mandate. 
 
4.4.13. The relationship between debt management and revenue management activities 
 
There are mixed responses to the above question. A total of 30% of the participants suggest 
that there is a sound working partnership between the two subjects while 20% feel that there 
seems to be no relationship since they are not interlinked. The remainder (50%) feel that the 
working relationship between the debt management and the revenue management was not 
good. The following are some of the common responses:  
 the two are the main functions of the overall financial management 
 the relationship between the debt management functions and the revenue management 
functions is not ‘good enough’ and needs to be strengthened and linked 
 there is sometimes communication breakdown between the revenue management and 
debt management 
 sometimes it takes time for the government to respond to debt management techniques 
and application needs contrary to the debt management policy as a revenue management 
tool or strategy  
 
4.4.14. Role of government officials in the development and planning of a debt management 
policy 
 
The participants demonstrated a sound understanding of the debt management policy. These 
are responses given in respect of the debt management policy: 
 it is a set of guidelines to be followed when managing revenue  
 it ensures good collection of government monies due 
 it facilitates debtors’ participation in collection processes of communities 
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 it serves as a guideline for procedures to be followed by revenue officials on its 
functionality and service delivery objectives 
 it is revenue officials and property rental collectors’ roles are to make sure that debtors 
are listed and the government’s  role is to ensure that all monies due are collected 
 
4.4.15. Current capacity challenges  
 
The responses from 90% of participants clearly indicate that leasing government properties is 
experiencing some major challenges which impact negatively on the collection of revenue 
and achieving the initial goal. The following are responses given: 
 lack of clear understanding of government policies is inhibiting the ability of government 
officials to execute duties effectively 
 lack of sound knowledge of revenue management processes 
 managers’ lack of powers and authority to execute and implement projects pose some 
challenges resulting in poor property maintenance  
 non-participation of defaulters 
 
4.4.16. How debt management policies can overcome challenges of collecting revenue 
 
80% of participants understand their roles with regard to collection challenges.  They feel 
that their main responsibility is to facilitate the implementation of debt management policy. 
This they ensured by providing the inputs towards drafting the policy. The 80% participants 
state that government does not have the lease agreements which are linked to a debt 
management policy and further linking to the revenue management of all government leased 
properties 
 
4.4.17. Challenges of debtors not fully participating in revenue management strategies  
 
A total of 80% responses on challenges to revenue management strategies participation 
include the following: 
 poor payment of current rentals : 20% 
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 lack of commitment to pay by all debtors: 20% 
 non profiled debtors: 10% 
 unknown debtors and no records of long overdue debts: 20% 
 governing acts which protect tenants from evictions: 10% 
 
4.4.18. Successes of property management units in meeting revenue management 
 
A total of 90% of the participants feel that they are still experiencing some challenges in 
performing duties effectively so as to meet the objectives of a sound financial administration 
and management.  
 
4.4.19. A need to opt for legal proceeding, lock-outs or evictions against all defaulters 
 
A total of 90% participants suggest that all policies have to be first in place detailing how to 
manage defaulters. They are also confident that once the policies have been approved, the 
number of defaulters will decrease and outstanding debts will be paid on time. Some 
responses point to the fact that a number of government tenants sublet their own properties so 
that they can stay in government properties where they do not pay anything.  
 
4.5. Conclusion 
 
The findings indicate that debt management policy has a key role to play in enhancing 
revenue and effective revenue collection to government leased properties and can provide an 
effective revenue management mechanism to speed up revenue collection. I can be 
concluded therefore that, there must be a comprehensive up-to-date and approved debt 
management policy with necessary techniques with regard to revenue enhancement and 
collection objectives 
 
The next chapter explores the recommendations and conclusion. 
 
Page | 76  
 
Chapter 5 
5. Recommendation and Conclusion 
___________________________________________________________________________ 
5.1. Introduction  
 
This chapter presents recommendations and conclusions on the basis of the findings 
presented in the previous chapter. The purpose of the study was to evaluate a debt 
management policy implementation towards revenue management in government leased 
properties. 
   
5.2. Reiteration of the objectives 
 
In line with the purpose stated above, the study specifically investigated the extent to which 
employees are involved in policy development and implementation. It further explored the 
awareness of the roles and responsibilities in revenue collection and debt management, and 
what they regard to be the best strategies for debt management and revenue collection. Thus 
the main research question, as stated in Chapter 1, was formulated as follows: 
 
“What strategies should government use to minimise debt and ensure efficient property 
management practices that would lead to sustainable revenue collection?” 
 
In order to find answers to the research question above, a number of objectives were 
formulated: 
 to determine on how TDRF can develop and implement the Debt Management Policy and 
the contribution of the policy in the improvement and enhancement towards revenue 
management 
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 to determine the importance of Debt Management Policy for improved rental revenue 
management at government leased properties 
 to investigate a comprehensive, on-going evaluation of all key factors affecting debt 
structure decisions, in order to achieve the highest revenue collection, lowest cost of 
capital, highest possible credit rating and acceptable levels of risk 
 to suggest how debt management plans and policies can be utilized in public sector 
property management in pursuit of improved business performance 
 
In order to address the research question and sub-questions raised above, interviews and 
personally administered questionnaires were used to obtain data from participants. The 
instrument comprised of multiple but topic related questions. The sample of the study 
consisted of 27 randomly selected government employees in the Eastern Cape Provincial 
Treasury’s Transkeian Development Reserve Fund, Eastern Cape Roads and Public Works  
and residential committee members. All 100% questionnaires that were administered were 
returned and 100% of responses during interviews constituted the data that was analyzed for 
the study in the previous chapter. 
 
5.3. Motivations of the study 
 
The study was carried out to assist local government officers in revenue collection so as to 
minimize debt. The continued abuse of state leased properties and increasing municipal debts 
steered the writer to seek possible solutions to the crisis. 
 
5.4. Conclusion about the objectives 
 
This subsection provides the extent to which the main research has been addressed and each 
of the objectives stated above has been answered.  
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5.4.1. To determine on how TDRF can develop and implement the Debt Management 
Policy. 
 
The research discovered that TDRF staff need to be capacitated in issues pertaining to 
property and revenue management. The capacitation would assist the officials in designing 
and implementing a debt management policy. Participants had a general understanding of a 
debt management policy, which would mean that they need support of the government in 
order to develop and implement the policy and the contribution of the policy in the 
improvement and enhancement towards revenue management.  
 
The study also revealed that the Executive Financial Committee has no power to influence 
revenue management for government properties. It is recommended that these officials be 
given authority to execute decisions pertaining to revenue management since they are the 
executive body responsible for executing the policy. Complications that result from 
decentralisation such as the difficulty in separating local and provincial government roles 
should be dealt with adequately so as to allow municipal officers to make binding decisions 
under their jurisdiction.  
 
60% of the participants felt that government support for municipalities was inadequate. The 
neglect of municipalities is a common problem of decentralisation; municipalities must be 
supported by the central government for their success. Support in terms of finances and 
infrastructure development would ease the burden on municipalities. Some families are too 
poor to pay their dues to the municipalities. Government should intervene through welfare 
support of the unemployed to reduce the municipal consumer debts.  
 
Law enforcement agents should also work together with municipal officers to ensure the 
implementation of policies. Some tenants just do not want to pay; they need to be forced to 
pay by the law.    
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5.4.2. To determine the importance of Debt Management Policy. 
 
Respondents showed a general understanding of the importance of a debt management policy 
a revenue collection tool. The debt management policy would be used as a basis for taking 
legal action against offenders or defaulters who cannot be evicted without a document in 
place. Debt management policy would be defined to tenants in clear terms what action would 
be taken against them if they fail to comply; a memorandum of understanding and lease 
contract signed at the beginning of the lease period should be a binding document for both 
parties. Government is obliged to deliver quality services whilst tenants are obliged to pay 
their dues. A clear debt management policy would therefore reduce the incidents of 
defaulting, thus reducing the debt burden of government and improve rental revenue 
management at government leased properties 
 
5.4.3. To investigate an on-going evaluation of all key factors affecting debt structure 
decisions.   
 
Whilst government officers understand policies, the masses do not understand government 
policies. It is mandatory for officers to explain polices to their customers before the signing 
of contracts to ensure mutual understanding. This is done in order to achieve the highest 
revenue collection, lowest cost of capital, highest possible credit rating and acceptable levels 
of risk.  
 
Defaulters must be communicated with adequately so as to enforce laws without infringing 
their rights. The study revealed that some do not pay their dues because of lack of 
commitment; stringent measures should be taken against such if municipalities are to exist 
outside debt. Good record keeping will ensure that no un-profiled and unknown debtors exist 
and also that overdue debts are followed up.  
 
5.4.4. To suggest how debt management plans and policies can be utilized  
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Government officials indicated that they are seldom consulted for development projects 
coordinated by the municipality. Central government makes the national policies and as such 
should be involved in any developments happening in the lower offices of government such 
as municipalities. Such cooperation would ensure government support and also aid in the 
restructuring of national policies that work against smooth municipal operations.  
 
Improved revenue collection by municipalities would lead to better development of 
infrastructure and thus aid business performance. The availability of reliable water sources, 
electricity and roads, amongst other things, would promote business growth.   
 
5.5. Recommendations 
 
There are suggestions to enhance advanced property management and revenue-based 
resource management for improved government debt management systems and further 
improved debt collections. These are related to three key functionalities of property 
management, which are job scheduling, resource management and data management. 
 
The Resource Scheduler presented in this thesis assumes that the analysed information is 
available for execution. The Resource Scheduler needs to interact with the Resource 
Management System and the Resource Calendar to find suitable solutions. However, these 
decisions needed to be chosen carefully as they may reduce the overall resource revenue and 
disrupt other property management and existing jobs in the queues.  Incorporating the 
resource failure model provides an interesting and exciting research problem. 
 
5.5.1. Development of a revenue enhancement plan for revenue optimization 
 
All facility manager or project property manager (in a case if there is one) should analyse 
revenue management-reports and see the strengths and weaknesses of this department and 
make new plans for optimizing the profits. 
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Basic management, like customer management helps a lot to know the customers, plans and 
budgeting with the help of forecast and/or statistics and the front office and other managers 
can use this information, when making changes to rate structure. 
 
Right price at the right time for a right customer,  is the motto behind the revenue 
management and this strategy includes five guiding principles such as rational pricing, proper 
benchmark, rate positioning, appropriate discount rates, single image inventory and routine 
performance tracking. (Cross, 1998, 52.) 
 
According to Cross there are following objectives, which should be achieved by using the 
RM: 
 focus on the price rather than the costs when balancing supply and demand 
 replace cost-based pricing with market-based pricing 
 sell to segmented micro markets, not to mass markets 
 save your products for your most valuable customers 
 make decisions based on knowledge, not supposition 
 exploit each products value cycle 
 Continually re-evaluate your revenue opportunities (Cross, 1998, 61.) 
 
According to the ideas in bullets from R. Cross, the focus of the organisation should not only 
be on the financial side. The organisation should pay more attention to the customers and 
their wishes. They must also make plans based on to the facts and not just assumptions. 
Sometimes an organisation just has to use more money to be able to earn more, a simple 
example of this is to offer some extra service, like using of the community hall for hiring, 
cafeteria and for government to receive more revenue, because the focus is not only on 
receiving the monthly rentals only but to optimise revenue.  
 
Property owners can have several strategies for higher revenue collection and improvement, 
in this thesis the possibilities have been divided into five parts; pricing, service, restaurant 
and banquet, facilities, packages and an extra idea to use the customer surveys as a tool. 
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5.5.2. Pricing of the services 
 
A block of flats may use several pricing and operational strategies. Pricing can be decreased, 
marketing and promotion activities improved to boost uptake of properties. Another good 
strategy among others would be keeping the unit price the same but offering something extra 
for the tenants occupying flats. The idea of paying the same amount but gaining something 
extra is more alluring. The consumers consider more the pricing side when making a buying 
decision. They also pay more attention for the quality, what they really need and the most 
important, where they could find value for their money.  
 
5.5.3. Packages 
 
As for the offers to the tenants, the government could, in the author’s opinion use more 
cooperation. There is a large number of event or other service providers in the residential 
areas. The government can offer the following packages:  
 short term lease 
 long term lease 
 school holiday resorts especially in the furnished units and provide for the holiday 
accommodation 
 romantic weekend-package for couples, family weekends packages 
 doctors quarters for the neighbouring and surrounding hospitals 
 residential area for the neighbouring tertiary institution (e.g. Walter Sisulu University of 
Technology in Mthatha and King Sabatha Dalindyebo Further Training Education 
College)   
 commercial offices 
 a combination of an event, overnight stay and transportation, a good example would be a 
music concert at the expo area nearby with an overnight at the government properties 
with a late check-in.  
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5.5.4. Customer surveys as a tool 
 
The researcher recommends customer surveys as a development tool so as to ask from the 
regular tenants, what they would want more. What could be the thing, which could make a 
leasing of the government properties a perfect one so as to pay all rentals due on time, which 
is the question?  
 
5.5.5. Using debt management model to maximise revenue.  
The researcher thereafter recommends the use of debt management model to maximise 
revenue as the researcher is of the view that knowing how to manage the revenue sequence 
does not only ensures the financial viability of the practice, but also minimises the time and 
effort spent in collecting payment for services rendered. 
The purpose of this study is to gain a better understanding of what can be done to efficiently 
manage the revenue succession and how to maximize potential revenue by focusing on the 
following points which are recommended by the researcher: 
 Review rental payer contracts 
Rental payer contracts often contain complex reimbursement language and formulas that can 
be difficult to monitor and manage. The researcher believes that it is important to know what 
you are agreeing to when you sign any contract, but especially when it comes to rental payer 
contracts. Be sure you know and understand the expected reimbursement and contractual 
allowances before you sign. Contract negotiations can be difficult. You have limited power 
to negotiate unless your specialty is in high demand and there are limited providers available 
in your geographic area. When negotiating, be sure to optimize trade-offs and to understand 
the total value of the agreement prior to contract execution. It could be beneficial to take less 
reimbursement on office visits if you can get more money on high unit or flats allocation 
procedures, but make sure you evaluate this against your current or expected volumes. 
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 Know the Law  
This needs to be combined with the housing acts, residential accommodation procedures and 
policies. These will assist to check the laws in your situation to see if there are rental 
payment deadlines.  Pending rental should be worked on a daily basis, beginning with 
accounts with the highest balance and oldest age first, such that every unpaid account is 
reviewed at least once every 30 days. 
 Clean rentals should have no unpaid monthly rentals 
A serious concern in TDRF’s rental repayment today is decreased or delayed reimbursement 
due to non-payment of rentals due. The challenge is how to quickly identify the source of the 
non-payment and fix the problems. This happens because of the third to tenth generation of 
original tenants. Tenants profiling is the key to clean rentals as after it will be easy to know 
whom are you dealing with. Providers, front desk, billers and TDRF staff all contribute to the 
information that is submitted on a rental claim. Each individual needs to understand how 
their role impacts rental claim payment. When denials are received, they should be identified 
with a reason code and posted in the practice management system so a denial report can be 
generated at month-end. This gives managers a clear picture of where further reallocation 
process is needed. 
 Respond promptly to rental denials  
After receiving a claim denial it is important to correct the claim and rebill it to the existing 
tenant carrier promptly considering the start period of occupancy that need to accompany by 
an affidavit. Rentals often go unpaid and bump up against timely filing limits when the biller 
keeps a "zero pay folder" to work in the future. Denied rental claims should be addressed 
daily as they are received. 
 
 Review payments carefully  
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Payers will often make mistakes when processing claims that need to be appealed for proper 
reimbursement. The person posting payments must pay attention and question anything that 
does not look right. Some things to watch for include: 
o incorrectly captured reference number  
o rental payments made in advanced but ignoring the outstanding balance  
o multiple months ignored  
o rental payment based on the wrong unit fee schedule 
The best practice management systems have the ability to load rental payer fee schedules so 
you know when payments are posted whether they were paid correctly or not. 
 Appeal rental paid in error  
Any rental paid incorrectly should be appealed. Sometimes errors can be addressed over the 
phone, but often they require a formal appeal letter. It is important when appealing rentals 
that a cover letter be submitted explaining why the rental is being appealed. The cover letter 
also notifies the carrier of any attached documentation accompanying the rental. Further 
documentation may include allocation letter or a lease agreement, rental fee schedules, copies 
of TDRF allocation guidelines and policies to support the appeal. It will be therefore 
necessary to keep copies of all appeals and the results for reference with future appeals. 
 Tenants balances  
Sometimes asking tenants for payment puts the office staff in an uncomfortable position, 
especially when the tenants become discontented. However, most property or real estate’s 
agents require that the tenant’s co-pay be collected at the time before service is rendered, that 
is, the rental is paid in advance. Staff members dedicated for collections should be 
comfortable asking for payment. Often providing a statement or an invoice requesting 
payment helps staff members to be more comfortable and consistent with requesting 
payments. Failure to do so could be a breach of contract. 
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The most important thing an office can do is to develop an office debt management policy 
with regard to rental payments. Developing an office policy is important to ensure that all 
tenants will be treated the same with regards to financial payment. A debt management 
policy makes the tenant aware of their responsibilities with regards to payment for his or her 
occupancy. Outline in the policy the exact process which will be followed should the tenant 
refuse to pay on their account. 
Attempts to collect outstanding balances should be made each time the tenants have not paid 
the rental due on time. The cost of pursuing payment after the tenant leaves only decreases 
the value of the rand collected. The more time that passes the less valuable the rand becomes 
and the more difficult it is to collect. Tenants know whether you are an office that expects 
payment or one that will extend free credit. The most successful practices use one or more of 
these techniques: 
o Notify tenants when arrangement and confirming allocation that they should: 
 bring salary advice or payslips and identity photo or copy of identity document , 
together with all people that will be occupying the unit ; 
 confirmation of employment, and residential address and  
 come prepared to pay a deposit and arrange for stop order arrangements at the time 
of collecting the lease agreement and or allocation letter. Let them know up front 
what methods of payments are accepted. 
o Start payment plans at a maximum of three to six months and a minimum of what is 
acceptable. It costs money to send statements and process multiple payments. Offer 
discounts if the balance or annual rental is paid in full to get the account settled or more 
advanced rental payments are made quickly. 
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5.6. Other Recommendations 
 
5.6.1. Revenue Management requirements and application. 
 
According to Phillips (2005) revenue management is applicable when the following 
requirements are met: 
 capacity is limited and immediately perishable, for example, a vacant unit of flat of today 
cannot be stored to satisfy future demand 
 customers book capacity ahead of time to guarantee its availability when they need to 
consume it 
 seller manages a set of fare classes and updates their availability based on market 
demands 
 
From the above criteria, Debt Management is suitable in determining the revenue 
management. To successfully adapt Revenue Management, a resource provider needs to have 
an initial strategy, establishes a system that handles financial property management and 
updates its tactics periodically based on demands. These aspects are discussed in the 
following:  
 
 Market Segmentation 
 
This is an initial step of Revenue Management that identifies different customer segments for 
a product and applies different pricing to each of them. The resource provider only needs to 
come up with a strategy quarterly or annually. The property management industry is a well-
known example that segments customers and offers them different fare classes based on how 
much they earn in order for them to afford paying for their monthly rental and also on the 
location of the property itself. 
 
Each fare class is a combination of a price and a set of restrictions on who can lease the 
property and when. For example, a tenant that leases a unit and pay for a full leased year can 
be identified as a business customer. The property industry knows from historical data that 
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business customers are less flexible to changes and less price sensitive than leisure customers 
who lease on annual contract but pay monthly.  
 
Therefore, the property can be leased at a lower price to business customers compared to 
leisure customers for tenants in a same block of flats. 
 
 Price Differentiation 
 
According to Phillips (2009); once users' classifications and profiling are identified, 
restrictions can be introduced to create virtual products oriented toward different market 
segments to make additional profits. An inferior product can be sold to a more price-sensitive 
segment of the market.  
 
Therefore, the resource provider can set prices for the same product to be: p1, p2, p3, where 
p1 denotes the price paid by the class 1 users. The number represents the class of users. This 
practice is commonly known in the economics literature as price differentiation or 
discrimination.  
 
 Revenue Management System 
 
Revenue Management System (RMS) can be integrated into the existing elastic property 
management-based system. With the adoption of the RMS, the functionalities of the property 
management system are integrated into the Property Financial Management. The property 
financial management systems will be responsible for handling user’s queries and 
accommodation acquisition. This will be done by consulting and checking availability and 
provision limits in the Resource Calendar through forwarding an application. A provision 
limit is the maximum number of available units that may be reserved at each leaseholder 
class. Once the query yields a list of available units, the application is approved and the 
Billing System (BS) calculates a leaseholder class for each of them. Then, the BS sends this 
information to the user. The BS also handles the user payment and confirms his/her 
accommodation by submitting this information to the Resource Calendar. 
Page | 89  
 
 
Forecasting Module (FM) is responsible for generating and updating forecasts of demands in 
the future based on the lease contracts signed and notices forwarded to vacate the units. 
Initially, the forecast can be done about two to three months prior to an opening of new 
applications. Then the FM updates this forecast frequently as applications and cancellations 
or extension of leases or non-validity of lease contracts due to any reason are received over 
time from the BS. 
 
These forecasts will be then used as inputs by the Booking Optimization to re-generate 
provision limits for each user class in the Resource Calendar. If the demands are deemed to 
be low, the provision limit for the Budget users is set to a higher number in order to increase 
the existing capacity.  
 
5.6.2. Employee involvement in revenue performance management systems 
 
According to Kinicki et al (2008; 157) Managers play a major role in the extent to which 
employees are engaged at work.  Managers should always create a motivating climate for a 
successful work output.  The criteria for motivation of employees as indicated by Porter and 
Lawler (2009) are: 
 “Effort-performance expectancy”: According to the Johnson (2009) this criteria indicates 
that “employees will accomplish tasks in which they have the capability or opportunity to 
perform. Without the capability and opportunity, all the effort in the world will not allow 
them to perform a task”. 
 “Instrumentality of performance”: Johnson (2009) indicates that “employees must 
specifically know what performance is desired by their employer and know that this 
performance is linked to rewards”. If employees do not know what is expected by 
management, it is difficult for an employee to meet the expectations (Porter and Lawler, 
2009). 
 “Performance-reward expectancy”: Johnson (2009) states that “employees must 
understand how much effort is expected in order to achieve each level of reward because 
employees only give as much effort as is necessary to receive the rewards”. Therefore, if 
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employees are unable to determine the amount of effort that is required for a desired 
reward, frustration will increase while effort will decrease. 
 “Reward-cost balance”: Johnson (2009) further indicates that “employees must place 
value on the rewards being offered by the employer”. 
 
The researcher therefore concludes that workers perceive that if a reward is not worth the 
effort, workers will become disinterested. If all these criteria are appropriately addressed an 
employee will in all likelihood be motivated and perform for the organisation. 
 
The researcher reviews the performance management as a system that is used to ensure that 
all parts of the organisation work together to achieve set goals and standards. The researcher 
recommends that the Provincial Treasury department, TDRF unit must have clear goals and 
specific targets of what has to be done to achieve set goals. Performance of individuals, units 
or section and the department as a whole should be monitored to make sure the targets are 
met. Performance management ensures that plans are being implemented, that they are 
having the desired developmental impact, and that resources are being used efficiently. With 
the involvement of the general and executive managers, the department must identify key 
performance areas (KPAs) of the section. In most sections or units key performance areas 
relate to major services that must be delivered such as revenue management. The department 
should publish their KPAs, goals and targets in order to involve the public.  
Generating revenue is the most important task in the financial success of the TDRF’s office. 
The people hired for these roles should be seen as an investment. On-going training is critical 
to their success as the rules and regulations are constantly changing. The cost of one 
workshop could easily be recouped in a couple of correctly billed units’ rental. Incorrect 
claims or missed charges could be costing the department millions. Invest in your billers and 
cashiers and do everything you can to retain the best employees. Workers who feel valued 
will usually deliver exceptional results. 
Benchmarks and key performance indicators should be reviewed monthly. Let the workers or 
officials know what is expected so they can monitor and achieve the goals. Analyse trends on 
a monthly basis and identify any warning signs before they become serious.  
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There are many other things that can be reviewed monthly that will help in the monitoring of 
financial performance, including: 
 procedure analysis compared to norms  
 ratio of charges to payments and adjustments  
 drop in reimbursement by individual payers 
Every employee is valuable and should take responsibility for their role in the practice thus 
helping the revenue cycle to be clean and efficient. This researcher proposal will not only 
show how to manage the revenue cycle and ensure the financial viability of the practice, but 
also minimize the time and effort spent collecting payment for accommodation offered to 
tenants. 
5.6.3. Communication at government 
 
Communication and access to information is critical in enabling all citizens, particularly the 
poor and the marginalized, to exercise their rights. The department delivers services to the 
community, builds structures and supports development projects. A key part of the 
government’s annual plans should be to communicate all this to the public and to involve the 
public, municipal or community structures in decisions or as partners. This developed into a 
public participation and communication strategy.  
 
The researcher recommends that the strategy should look at all government plans and 
projects and set out where and how communication and public participation should play a 
role via the government strategic plan. Communication and participation can be for different 
purposes - the former is not only used for consultation as part of the decision- making cycle. 
It can also be used to: 
 report back and account to residents about council decisions, plans and budgets 
 inform people of new services, tariffs, developments and policies 
 involve people in partnerships for a service delivery 
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Below are some of examples of different methods of communication and participation for 
different purposes which can be followed by TDRF:  
 
 For consultation 
Tenants meetings, meeting with residential accommodation leaders, units or block 
coordinators committees, door-to-door surveys, questionnaires included in municipal water 
or electricity accounts, suggestion boxes and public hearings 
 
 For reporting back or informing people 
Tenants meetings or other public meetings like ward meetings, sectional meetings, 
newsletters, newspapers and community radio, block notice boards, advertisements and 
posters. 
 
 For involving people 
Meetings with affected units or relevant sectional groups like religious, welfare, cultural, 
business. 
 
For a communication and participation strategy to be effective it has to be clearly directed 
and the feedback that it generates must be integrated into other government plans. This 
means that the Head of the Department and/or Member Executive Committee of the Eastern 
Cape Provincial Treasury must be central to the process and must get regular reports. 
 
5.6.4. Disputes of participatory social equality 
 
Bekker (1996:20-21) is of the opinion that if participatory social equality is instituted at local 
government level it does not necessarily and automatically mean that there will be a 
responsible government that responds to the needs of the people. Bekker (1996:49) is of the 
opinion that the concept of public participation is of crucial importance in local government, 
as it strikes directly at the core of the structuring of relationships between citizens and their 
government. This is in fact the first time in the history of South Africa that all citizens and 
racial groups are able through the mechanism of public participation to make their voices 
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heard in every sphere of government. However, various challenges can be noted in 
implementing the notion of public participation. 
 
According to Bekker (1996:50), the expectations that accompany attempts at community 
participation in many cases can be unrealistically high. Community participation cannot be 
considered a panacea for all the ills of society; it is simply a change in the process. Through 
this change in process, participation advocates claim that changes will occur in the even 
distribution of power in society, in the attitudes of citizens towards their government and in 
the type of policies produced by government. However, as already noted, it needs to be stated 
that instituting community participation does not guarantee that the expected effects of public 
participation will automatically materialize. 
 
Including the community or the tenants in the development of a debt management plan will 
contribute to the expectations of government, which is a successful revenue collection for an 
effective revenue management.  The community needs are basically getting free basic service 
delivery from the government.  
 
5.7. Summary 
 
The suggestions highlighted above could be used to increase the tenancy commitment in 
paying rentals and thus reducing the debt deficit in government properties.  
 
This thesis was completed in close contact with the government property management makes 
it reliable. Many potential mistakes could be avoided by seeing how the government property 
management was working, through learning by doing and observing the staff and the service 
processes. The development of a debt management plan could not have been individualized 
without the long-lasting presence at the government property premises. As the thesis theme 
was developed, observation increased and the points of view changed to be closer to a 
revenue management style. From the personal point of view, the most challenging part of 
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revenue management is how to find a balance between the hard side (making money and 
profit) and the soft side (customers and service).  
 
5.8. Directions for future research 
 
This research is not conclusive in the fields of debt management and revenue collection only 
but further to analyse how revenue profitability can be maximised in the property 
management industry with the help of diverse revenue management tools. 
 
The survey will have to analyse revenue management from different reports about properties 
and industry reports so as to tell more about the trends, in the case of the Property Markets to 
differentiate local competitors and make comparison. 
 
A further exploration of the relationship between the constitution and local government debt 
management policies would help in fostering areas of convergence that may lead to better 
revenue management systems for the nation as a whole. 
 
5.9. Conclusions 
 
The development of debt management policy will;  
 promote rental collection  
 improve property profitability; 
 ensure the maintenance is in place to improve attractiveness of the government 
properties.  
 
The researcher considered that the front office personnel could with co-operation with front 
office managers make their own development of a debt management policy to optimize their 
work. Now the property industry has an annual marketing plan, where the revenue 
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management appears as a chapter. This development will need further analysis to review 
effectiveness.  
 
When new employees are recruited at the Revenue Management, consideration should be to 
orientate them to existing policies. This will address issues of ambiguity and well understood 
policies. Debt management plan is dynamic with the possibility of getting new and better 
ideas.  
 
To conclude, TDRF debt collection should be performed by means of applying debt 
collection actions which include use of collection agent and a private security company as 
this will be stipulated in the debt management policy after considering the nature of TDRF’s 
debts, whereby a debt analysis will be monitored. Should it exceed thirty days, then a 
security company will have to do the lockouts. This will also assist in managing the increase 
of rental debts as the tenants will then therefore prioritise their accommodation needs. 
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ANNEXURE 1. CLARIFICATION OF CONCEPTS.  
“Accounting Officer” means a person in department who is the head of the department.  
“Annual Financial Statements” means statements consisting of at least- 
a) Balance Sheet 
b) Income Statement 
c) Cash flow statements  
d) Any other statement that may be described and: 
e) Any one to these statements 
“Auditor General” means The Auditor General of South Africa ("AGSA") is established in 
terms of section 181(1) (e) of the Constitution of the Republic of South Africa, 1996 (Act No. 
108 of 1996) ("the Constitution") as a state institution supporting constitutional 
democracy. The Constitutional functions of the AGSA are set out in section 188 of the 
Constitution and section 4 of the Public Audit Act, 2004 (Act No. 25 of 2004) ("the PAA"). 
“Chief Financial Officer” means corporate officer primarily responsible for managing the 
financial risks of the corporation 
“Debt” means an amount owed to the fund. 
“Eastern Cape Provincial Treasury” means Eastern Cape provincial department responsible 
for financial and fiscal matters  
“Financial year” means the year ending 31 March 
“Generally Accepted Accounting Principles” means a term used to refer to the standard 
framework of guidelines for financial accounting used in any given jurisdiction which are 
generally known as Accounting Standards 
“National Treasury” means national department responsible for financial and fiscal matters 
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“Policy” means a typically described as a principle or rule to guide decisions and achieve 
rational outcome(s) 
“Project Manager” means the person responsible for accomplishing the stated project 
objectives. Key project management responsibilities include creating clear and attainable 
project objectives, building the project requirements, and managing the triple constraint for 
projects, which are cost, time, and quality (also known as scope). 
“Property” means any physical or intangible entity that is owned by a person or jointly by a 
group of persons. 
“PFMA” means The Public Finance Management Act (PFMA), 1999 (Act No. 1 of 1999) (as 
amended by Act No. 29 of 1999) is one of the most important pieces of legislation passed by 
the first democratic government in South Africa. The Act promotes the objective of good 
financial management in order to maximize service delivery through the effective and 
efficient use of the limited resources 
“Revenue” means income that a company receives from its normal business activities, 
usually from the sale of goods and services to customers. 
“State Attorney” means an elected official who represents the department (prosecution) in 
criminal prosecutions and is often the chief law enforcement officer of their respective 
country 
“Transkeian Development Revenue Fund” means a revenue fund developed by the former 
Transkei government to develop the Transkei territory 
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ANNEXURE 2:  RESEARCH QUESTIONNAIRE 
Section 1 
 
Mark x in the space provided: 
 
1. Gender 
 
2. Age Category 
  
 
3. Education. 
 
 
Section 2 
Indicate in the appropriate box (Yes/No) or as suggested. Please elaborate where you wish to 
 
 
4. How frequently do defaulters get notification about their outstanding amounts due? 
Please indicate using the grid below. 
 
 
5. In your opinion do you think such reminding times are sufficient in order to make 
everyone a responsible person to fulfill his or her mandate? 
…………………………………………………………………………………………………
…………………………………………………………………………………………………
Weekly Fortnightly Monthly Other…
…………
. 
Below 
Matric 
Matric Diploma/ 
Degree 
Honours 
and above  
Female Male 
A.18-30 B. 31-40 C.41-50 D.51-60 
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…………………………………………………………………………………………………
……………………………………………………………………………………………….. 
 
6. Indicate the level of support stakeholders receive from the government in relation to 
aspects such as human resource, office space, financial support and etc. so as to act 
responsible in their responsible duties effectively. 
 
 
 
7. How often does the Executive Management Council consult the Housing Committee 
Members or Residential Committee Members, Managers and Supervisors before 
undertaking developmental decisions and progammes or projects in property 
departmental units? 
 
 
8. In your opinion do you think the Executive Financial Management Committee possesses 
sufficient powers to influence policy decisions on Revenue Management of Government 
Properties? 
…………………………………………………………………………………………………
…………………………………………………………………………………………………
…………………………………………………………………………………………………
……………………………………………………………………………………………….. 
 
 
9. Indicate the level at which the Executive Financial Management Committee considers 
the Property Management Unit’s recommendations. 
 
 
Satisfactory Not Satisfactory 
Seldom Always 
Adequate Average Inadequate 
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10. In your own opinion do you think that Property Management Unit officials must be 
given more skills and knowledge to execute their duties effectively? 
…………………………………………………………………………………………………
…………………………………………………………………………………………………
…………………………………………………………………………………………………
………………………………………………………………………………………………… 
 
 
11. In your opinion do you see a need for an effective debt management policy so as to 
enhance revenue collection? 
......................................................................................................................................................
............................................................................................................................………………
……………………………………………………………………..……………………………
…………………………………………………………………………… 
 
12. Do you feel Property Management officials need further training in their capacity and the 
overseers so that they can fulfill their duties more effectively? 
…………………………………………………………………………………………………
…………………………………………………………………………………………………
…………………………………………………………………………………………………
………………………………………………………………………………………………… 
 
13. Does leasing a property in your opinion need someone’s obligation in paying for what he 
owes?  
…………………………………………………………………………………………………
…………………………………………………………………………………………………
…………………………………………………………………………………………………
………………………………………………………………………………………………… 
 
14. Please indicate or suggest on how the outstanding debts can be settled 
……………………………………………………………………………………………
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……………………………………………………………………………………………
……………………………………………………………………………………………
……………………………………………………………………………………………
………………………………………………………………… 
 
15. There is a thought that it might not be effective if lock-outs and further legal actions are 
taken against defaulters.  
 
 
 
16. In your opinion do you see a need for going for legal proceeding, lock-outs and or 
evictions against all defaulters?  
…………………………………………………………………………………………………
…………………………………………………………………………………………………
…………………………………………………………………………………………………
………………………………………………………………………………………………… 
 
Section 2: Interview Schedule 
 
Question: 1. in your own opinion what is the role of a Property Management Unit in Revenue 
Management and administration? Please Explain. 
Answer:  
……………………………………………………………………….……………………….…
…………………………………………….……………………………………………………
……………......……………………………………………………………………..…………
…………………………………………………………………………………………………
…………………………………………………………………………………………………
………………………………………………………………………………………………… 
 
True False 
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Question: 2. how do you view the relationship between your debt management and the 
revenue management? Please Explain 
Answer: 
 
……………………………………………………………………………..……………………
………………………………………………………………………………………………….
…………………………………………………………………………………………………
…………………………………………………………………………………………….. 
 
Question: 3. what is your understanding of the development of a Debt Management Policy 
and how do you understand your role as an official in this process?  
Answer:  
…………………………………………………………………………….……………………
………………………………………………………………………………………………….
…………………………………..…………………………………………………………...…
……………………………………………………………………………………………….… 
Question: 4. what is the overall capacity challenges experienced in the previous debt 
collection done? 
Answer:  
…………………………………………………………………………….……………………
………………………………………………………………………………………………….
…………………………………..………………………………………………………………
……………………………………………………………………………………………. 
 
Question: 5. how do you think the debt management policy can overcome these challenges? 
Answer: 
………………………………………………………………………….………………………
……………………………………………………………………………………………….…
………………………………..…………………………………………………………….…
………………………………………………………………………………………………... 
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Question: 6. how do you understand your role as an official in relation to debt management? 
Answer:  
………………………………………………………………………….………………………
……………………………………………………………………………………………….…
………………………………..…………………………………………………………………
………………………………………………………………………………. 
 
Question: 7. Are there any challenges you encounter in terms of debt collection and revenue 
management? Please explain 
Answer:  
………………………………………………………………………….………………………
……………………………………………………………………………………………….…
………………………………..…………………………………………………………………
…………………………………………………………………………………………….. 
 
Question: 8. how do you ensure that the debtors participate fully in revenue management 
matters? 
Answer:  
………………………………………………………………………….………………………
……………………………………………………………………………………………….…
………………………………..…………………………………………………………………
………………………………………………………………………………. 
 
Question: 9. in your own opinion are property management units succeeding in meeting the 
developmental duties of enhancing revenue? Please Explain. 
Answer:  
………………………………………………………………………….………………………
……………………………………………………………………………………………….…
………………………………..…………………………………………………………………
………………………………………………………………………………. 
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Question: 10.  What is your opinion on going for legal proceeding, lock-outs and or evictions 
against all defaulters? Do you see a need? Please explain. 
Answer 
………………………………………………………………………….………………………
……………………………………………………………………………………………….…
………………………………..…………………………………………………………………
………………………………………………………………………………. 
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ANNEXURE 3:  TDRF ACT  
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ANNEXURE 4  
 
 Ethics Clearance – Form E 
 Research Ethics: Consent letter 
 Permission to submit a treatise for examination 
 Declaration by candidate 
 
